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INTRODUCTION

Please state your name, your position, and business address.

My name is Todd M. Bohan. My business address is 6 Liberty Lane West,

Hampton, New Hampshire.
By whom are you employed and in what position?

I am employed by Unitil Service Corp. (“Service Corp.”) as a Project Leader in
the Regulatory Services Department. Service Corp. provides various professional
services, including financial, regulatory, management, engineering and

administrative services to the Unitil Corporation utility subsidiaries, including

Fitchburg Gas and Electric Light Company (“FG&E”).

What are your responsibilities as a Project Leader in the Regulatory Services

Department for Service Corp.?

My primary responsibilities, as relevant here, are to provide investi gative and
s,
analytical support on a broad range of regulatory initiatives and rate-related

activities. In addition, I am responsible for performing and directing the

evaluation of individual customer inquiries related to pricing matters.

How long have you been employed by Service Corp.?
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I have been employed by Service Corp‘. since November 1998. Before my current

position, I was a Regulatory Analyst with Service Corp., providing regulatory

assistance to each of the Unitil utility subsidiaries.
Please describe your educational background.

I graduated magna cum laude from Saint Anselm College, Manchester, New
Hampshire in 1987 with a Bachelors in Financial Economics. I earned a Masters
in Economics from Clark University, Worcester, Massachusett§in May 1990. In

September 1995, I earned a Ph.D. in Economics from Clark University. In

--addition to my formal education, I have attended various industry seminars and

courses, including the EEI Power System Planning & Operations School, the
NARUC Annual Regulatory Studies Program, and the Infocast Performance-

Based Ratemaking Conference.

Were you involved with the regulation of gas or electric utilities before joining

Service Corp.?

=i,

Yes, I was.

Please explain.

Before joining Service Corp., I worked for Bay State Gas Company (“BSG”) as a
Rate Analyst, developing Cost of Gas Adjustment filings for the BSG subsidiary,

Northern Utilities, Inc. Prior to working for BSG, I was employed as a Utility
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Analyst and an Economist in the Economics Department of the New Hampshire
Public Utilities Commission (“NHPUC”). As part of the NHPUC staff, I was
responsible for advising the Commission on economic and technical issues related

to a broad range of regulatory, economic and financial matters in the gas and

electric industries.
Do you have any other experience relevant to your testimony today?

Yes. Since 1992, I have served on the adjunct faculties, teaching economics, at

the University of New Hampshire at Manchester and at Southern New Hampshire

-+ University. In addition, I have instructed economics courses at other colleges and

universities around New England over the past 10 years.

Have you previously testified before the Department of Telecommunications and

Energy ("Department”) or any other state or federal regulatory agency?

Yes. As part of the NHPUC staff, I testified before the NHPUC on a number of

regulatory issues. <
FG&E’S SERVICE QUALITY PLAN FILING
Please describe the filing.

FG&E’s Service Quality Plan (“SQP”) filing is comprised of Exh. FGE-TMB-1,
this testimony which has been designed to introduce the SQP; Exh. FGE-TMB-2,

the SQP; Exh. FGE-TMB-3, the SQP in Revision-Marking Mode; Exh. FGE-
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TMB-4, Appendix A (Service Quality Benchmarking Data); Exh. FGE-TMB-5, A
Description of the Data Collection Process for Service Quality ("SQ") Measures;

Exh. FGE-TMB-6, the Customer Surveys; and, Exh. FGE-TMB-7, Supporting

Workpapers.
Will you describe each element of the SQP?

Yes, I will. The SQP itself is Exh. FGE-TMB-2. It is based upon the Guidelines
issued by the Department in its June 29, 2001 Order in D.T.E.99-84. The

Department, in a memorandum from the hearing officer dated October 22, 2001,

-- requested that the filing identify each area where the SQP deviated from the

Guidelines issued by the Department through a redline/strike out version of the
SQ Plan comparing the actual plan to the Guidelines. Therefore, given that the
Department intended to insure that the Guidelines formed the foundation for its
Plan, FG&E used the Guidelines themselves as a basis for the language in its
SQP.

i,
Has FG&E provided a copy of its SQP redlined to the Department’s Guidelines?
Yes, it has. Its redlined SQP is provided as Exh. FGE-TMB-3.

Has FG&E collected data to support the measures it proposes as part of the SQP?

Yes, it has. In Exh. FGE-TMB-4, FG&E submits an Appendix to the SQP that

provides all the historical benchmarking data in a summary format.



10

11

12

13

14

15

16

17

18

19

Fitchhuro (fac and Blantsina T ials M.

Fitchburg Gas and Electric Light Co.
D.T.E. 99-84
Service Quality Plan
Exh. FGE-TMB-1
Page 6 of 11
Has FG&E described for the Department the process undertaken to collect the

data to be used as the basis for the SQ measures to be implemented in its SQP?

Yes, it has. Exh. FGE-TMB-5 provides information regarding the data collection
process. It also identifies for the Department the time table when FG&E began

collecting data for each SQ measure.
Does this filing include the customer surveys required by the Department?

Yes, it does. In Exh. FGE-TMB-6, FG&E provides examples of two surveys for

which FG&E seeks Department approval. It is FG&E’s understanding of the

Department’s prior orders that the Department must pre-approve the surveys to

satisfy the Department's requirements. In addition, the Department has indicated
that surveys prepared and conducted through the use of a company’s internal
resources will be examined to provide confidence of the integrity of the survey

results.
Is there any additionakinformation that is provided as part of the SQP?

Yes. In Exh. FGE-TMB-7, FG&E includes the workpapers developed to provide
the supporting data for its SQ measures and the benchmarking data provided in

Exh. FGE-TMB-4, Appendix A.

Are there specific areas where FG&E’s SQP includes modifications to the

Guidelines?
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1 A Yes, although limited, there are areas that are modified to reflect company -

2 specific proposals for FG&E.

3 Q. Would you please describe the modifications for the Department?

4 A Yes I will.

5 . The Guidelines have been uniformly changed in two respects when

6 converted for use as FG&E's SQP. Where the Guidelines speak of

7 "companies" generically, FG&E's SQP identifies them as applicable to

8 FG&E. Also, where the Guidelines use the future tense, e.g. "shall

9 ) report," FG&E's SQP discusses the action in the present tense "reports."
10 . In Section 1.B, Definitions, FG&E defines "Operating Area" with respect
11 to FG&E's gas and electric distribution territories. As the Department is
12 aware, FG&E is a combined gas and electric utility under the
13 Department's jurisdiction.

.f,

14 . In Section 1.B, Definitions, FG&E provides and defines the term "Planned
15 Service Interruptions” for FG&E's Planned Outages.
16 . In Section 1.B, Definitions, FG&E modifies "Transmission and
17 Distribution Revenues” to address the base distribution revenues of FG&E
18 that are subject to the penalties that may be assessed under its SQP.

19 - Similarly, in Section VII.B, Penalty and Penalty Offset Formulas, FG&E
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noted at the definition of Annual Revenues (AR) that the Annual

Revenues in question are the Annual Distribution Revenues of FG&E.

In various sections, for instance in Sections II.A, II.B and II.C, each part

of Customer Service and Billing Performance Measures, FG&E identifies

that penalties attach to the performance measures discussed. In those

instances, consistent with the implementation of penalties provided in

Section VII.A, Revenue Penalties and Penalty Offsets, fG&E notes that
the penalties take effect following review after the first full calendar year
that FG&E's cast-off rates under performance based rates are in effect.
This can be seen in Exh. FGE-TMB-3 in redline in several locations.
FG&E included it to make sure all parties were clear as to FG&E's

interpretation of the required implementation of the penalty process.

In Section IV, Staffing [.evel Benchmark, FG&E has decided to propose

specific language in this section when the Department has finalized its
interpretatiori)f prior orders. The Department presently has under
advisement Bay State Gas Company's October 22, 2001 Request for
Rehearing in this docket, related to the appropriate language for this

section.

In Section VI.A, Reliability and Safety Performance Measures, FG&E

removed the section of the Guidelines relating to SAIDI and SAIFI that
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may be filed in a manner inconsistent with Section V of the Guidelines.
FG&E, in fact, will file its SAIDI and SAIFI in a manner consistent with

Section V, Assumptions for Calculating Electric Reliability Measures, so

this language was deemed unnecessary.

In Section VII.A, FG&E has articulated two points with regard to
penalties that are consistent with the Department's decisions: that penalty
offsets may only be used to offset revenue penalties in the year they occur,
and the application of penalty offsets as the result of superior performance

to the Response to Odor Calls measure.

In Section VIL.B, Penalties and Penalty Offset Formulas, FG&E has

included a definition of Customer Payments "CP" for Customer Payments

to be credited under Section XI, Customer Service Guarantees. This

concept is included in the model also in Section VII.C, Penalty and

Penalty Offset Formulas for Class I and Class II Odor Calls.

o,

In Section VII.C, Penalty and Penalty Offset Formulas for Class I and

Class II Odor Calls, FG&E has included a calculation of the penalty offset

formula for superior performance in the measure set forth in Section VL.B.

In Section VIL.D, Apportionment of Penalty Among Performance

Measures, FG&E has identified which safety and reliability measures
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pertain to electric distribution operations, and which apply to its gas

distribution operations.

In Section VILH, Reporting Requirements - Electric Service Outages,

FG&E has identified that its outage reporting will comply with the
Department's Outage Report Protocol ("ORP"). Therefore, FG&E has
removed the other more specific language from the Department's

Guidelines, which predated the issuance of the August 24, 2001 ORP.

In Section VIII.C, Reporting Requirements - Benchmarks, as to

"Consumer and Billing standards," to reflect its understanding of the
standard relating to "Customer Service and Billing." In that same section,
FG&E has identified that its standard deviation, benchmark values and
supporting calculations are included in Appendix A. Appendix A is Exh.

FGE-TMB-4 attached to this filing.

In Section VIIL the SQP identifies other reporting requirements such as
line losses, capital expenditure information, spare components, etc. ..
FG&E will file these other reporting requirements in its first annual report
due March 1, 2002, consistent with its understanding of the Department's

Order.

In accordance with the ORP, which FG&E deems to be governing outage

and safety reporting to the Department, and the fact that Section IX,
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Submitting Annual Reports to the Department, covers the measures

included in the SQP, FG&E has omitted Section X of the Department's

Guidelines, as unnecessary and duplicative for inclusion in the SQP.

. In Section X of FG&E's SQP, Billing Information, FG&E has included the

appropriate billing information as required by Section XI of the

Department's Guidelines.

. In Section XI of FG&E's SQP, Customer Service Guarantees, FG&E

offers service performance guarantees related to its ability to keep service

- appointments and to notify customers of planned service interruptions.

This performance guarantee provides for a service credit to each customer

impacted when FG&E fails to perform in the guaranteed areas.

CONCLUSION
Does this conclude your testimony?

Yes, it does. s,
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Fitchburg Gas and Electric Light Company

SERVICE QUALITY PLAN
GENERAL
A. Provisions

The following guidelines shall apply to Fitchburg Gas and Electric Light Company
("FG&E"), unless otherwise indicated. In the event of a conflict between these guidelines
and any orders or regulations of the Department, said orders and regulations shall govern.

B. Definitions

“Billing Adjustment” shall mean a revenue adjustment amount resulting from
Departmental intervention in a billing dispute between FG&E and a residential customer.

“Circuit” shall mean a conductor or system of conductors through which an electric
“turrent is intended to flow.

“Class I Odor Call” shall mean those calls that relate to a strong odor of gas throughout a
household or outdoor area, or a severe odor from a particular area.

“Class II Odor Call” shall mean calls involving an occasional or slight odor at an
appliance.

“Complaint” shall mean a formal complaint to the Consumer Division of the Department
wherein the Consumer Division creates a systems record with a customer’s name and
address.

=,
“Consumer Division Case” shall mean a written record opened by the Consumer Division
of the Department in response to a Complaint that meets the criteria set forth in Section
IILA.

“Customer Average Interruption Duration Index” or “CAIDI” shall mean the total »
duration of customer interruption in minutes (as calculated by application of Section V-
herein) divided by the total number of customer interruptions, expressed in minutes per
year. CAIDI characterizes the average time required to restore service to the average
customer per sustained interruption during the reporting period.

“Customer Equipment Outage” shall mean an outage caused by customer operation or the
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failure of customer-owned equipment.

“Electric Distribution” shall mean the delivery of electricity over lines that operate at a
voltage level typically equal to or greater than 110 volts and less than 69,000 volts to an
end-use customer within the Commonwealth.

“Electric Distribution Facility” shall mean plant or equipment used for the distribution of
electricity that is not a transmission facility, a cogeneration facility, or a small power
production facility.

“Electric Distribution Feeder” shall mean a distribution facility circuit conductor between
the service equipment, the source of a separately derived system, or other power-supply
source and the final branch-circuit overcurrent device.

“Electric Distribution Line Loss” shall mean the electrical energy that is lost in the
distribution system. Such loss includes (1) energy that is lost directly due to the delivery
of electrical energy and results from the physical properties of the system’s wires and
transformers and other incidental substation use, and (2) energy that is lost because of
diversion, theft, and other unmetered use.

“Electric Distribution Service” shall mean the delivery of electricity to the customer by
FG&E over lines that operate at a voltage level typically equal to or greater than 110 volts
and less than 69,000 volts.

“Emergency Call” shall mean a telephone call where the caller believes that he or she is
confronting special circumstances that might lead to bodily and/or system-related damage
if the circumstances remain unaddressed. Examples include, but are not limited to,
downed wires, gas leaks, and gas odor reports.

“Excludable Major qug}j[” shall mean a major outage event that meets one of the
following criteria: (i) the event is caused by earthquake, fire, or storm of sufficient
intensity to give rise to a state of emergency being proclaimed by the Governor (as
provided under the Massachusetts Civil Defense Act); (1) any other event that causes an
unplanned interruption of service to 15 percent or more of FG&E's electric customers in
an operating area; or (iii) an event that results from the failure or disturbance of a
transmission, power supply, or other system that is not owned or operated by FG&E.
Notwithstanding the foregoing criteria, an extreme temperature condition would not
constitute an Excludable Major Event.

“Lost Work Time Accident Rate” shall mean the Incidence Rate of Lost Work Time
Injuries and Illness per 200,000 Employee Hours as defined by the U.S. Department of
Labor Bureau of Labor Statistics.
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“Meter Reading” shall mean the act of manually or automatically acquiring
customer-specific usage levels of an energy resource, expressed in numerical units, for a
defined period by actually consulting the customer’s meter.

“Momentary Outage” or “Momentary Interruption” shall mean an outage or interruption
of electric service of less than one minute.

“Non-emergency Call” shall mean all telephone calls other than emergency calls.

“Operating Area” shall mean FG&E's electric franchise territory and gas franchise
territory.

"Outage Reporting Protocol Letter" shall mean the Department's August 24, 2001 letter
implementing a revised Outage Reporting Protocol for electric distribution companies.

“Planned Outage” or "planned service interruption" shall mean an outage that is
scheduled by the utility and of which customers are notified in advance, including, for
example, during the connection of new customers or to ensure the safe performance of
maintenance activities.

“Poor Performing Circuit” shall mean any distribution feeder that:

(1) has sustained a circuit SAIDI or SAIFI value for a reporting year that is among
the highest (worst) ten percent of FG&E's feeders for any two consecutive
reporting years; or

(i)  has sustained a circuit SAIDI or SAIFI value for a reporting year that is more than
300 percent greater than the system average of all feeders in any two consecutive
reporting years.

“Restricted Work Day Rate” shall mean the Incidence Rate of Restricted Work cases per
200,000 Employee Hours as defined by the U.S. Department of Labor Bureau of Labor
Statistics.

“Service Appointment” shall refer to a mutually agreed upon arrangement for service
between FG&E and the customer that specifies the date for FG&E's personnel to perform
a service activity that requires the presence of the customer at the time of service.

“Service Interruption To A High-profile Customer” shall mean an outage that has a
reasonable probability of involving a high-profile customer, including a hospital, airport,
or large manufacturing, commercial, or institutional customer (who has a demand of 1
megawatt or greater).
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“System Average Interruption Duration Index” or “SAIDI” shall mean the total duration
of customer interruption in minutes (as calculated by application of Section V herein)
divided by the total number of customers served by the distribution system, expressed in
minutes per year. SAIDI characterizes the average length of time that customers are
without electric service during the reporting period.

“System Average Interruption Frequency Index” or “SAIFI” shall mean the total number
of customer interruptions divided by the total number of customers served by the
distribution system, expressed in interruptions per customer per year. SAIFI
characterizes the average number of sustained electric service interruptions for each
customer during the reporting period.

“Sustained Outage” or “Sustained Interruption” shall mean an outage or interruption of
electric service that lasts at least one minute and is not classified as a momentary outage.

“Distribution Revenues” shall mean revenues collected through the base distribution rates
of FG&E.

“Unaccounted-for Gas” shall mean the reduction in the quantity of natural gas flowing
through a pipeline that results from leaks, venting, and other physical and operational
circumstances on a pipeline system. Unaccounted-for Gas is also referred to as a line
loss.

“Year” shall mean calendar year unless otherwise noted.

C. Benchmarking

The historical average and standard deviation for benchmarking is based on the ten most
recent years worth of data for FG&E. This is a fixed average for the duration of the PBR.
Where ten years worth of information is not available, FG&E will use the maximum
number of years of dafg’available, so long as three years are available. As FG&E collects
additional data, that data will be included in benchmarking until ten years worth of data is
collected.

For SAIDI and SAIF], the historic average and standard deviation for benchmarking will
be based on the years 1996, 1997, 1998, 1999, and 2000.
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CUSTOMER SERVICE AND BILLING PERFORMANCE MEASURES

A. quephone Servic;e Factor

FG&E gathers data and report statistics on its handling of telephone calls. Call data is
compiled and aggregated monthly. Reporting occurs annually. The reports are submitted
in accordance with Section IX below. FG&E reports the percentage of telephone calls
that are handled within 20 seconds. FG&E also provides, separately, call-handling times
for Emergency Calls and Non-Emergency Calls.

Telephone Service Factor is measured beginning at the point that the caller makes a
service selection and ending at the point that the call is responded to by the service area
selected by the caller. If the caller does not make a selection, the response time is
measured from a point following the completion of FG&E's recorded menu options and
ending at the point that a customer-service representative responds to the call.

Telephone Service Factor is a performance measure subject to a revenue penalty,
beginning at the review following the first full calendar year of FG&E performance under

a Department-approved performance-based rate plan.

B. Service Appointments Met As Scheduled

FG&E gathers data and report statistics regarding the number of service calls met on the
same day requested, excluding when a customer misses a mutually-agreed upon time.
Service Appointments may be rescheduled as long as mutually agreed upon by FG&E
and the customer. FG&E reports the percentage of scheduled service appointments met
by FG&E personnel on the same day requested. Service appointment data is compiled
and aggregated monthly. Reporting occurs annually. The reports are submitted in
accordance with Section IX, below. Service Appointments Met As Scheduled is a
performance measure subject to a revenue penalty, beginning at the review following the
first full calendar year of FG&E performance under a Department-approved performance-
based rate plan.

C. On-Cycle Meter Readings

FG&E gathers data and report statistics for the percentage of meters that are actually read
by FG&E on a monthly basis. FG&E reports the percentage of customer meters actually
read on a monthly basis. Eligible meters include both residential and commercial
accounts. Meter reading data is compiled and aggregated monthly. Reporting occurs
annually. The reports are submitted in accordance with Section IX, below. On-cycle
Meter Reading are a performance measure subject to a revenue penalty, beginning at the
review following the first full calendar year of FG&E performance under a Department-
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approved performance-based rate plan.

CUSTOMER SATISF ACTION MEASURES

A. Consumer Division Cases

Customer complaints are categorized as a Consumer Division Case where a written
record is opened by the Consumer Division using the following criteria:

(1) the individual making the Complaint provides his or her identity to the Consumer
Division and is either a (a) current, prospective, or former customer of FG&E
against which the Complaint has been lodged, or (b) designee of the current,
prospective, or former customer of FG&E;

) the individual or his/her designee has contacted FG&E pltfor to lodging a
Complaint with the Department;

3) the Department’s investigator cannot resolve the Complaint without contacting
- FG&E to obtain more information;

4) the matter involves an issue or issues over which the Department typically
exercises jurisdiction; and

(5) the matter involves an issue or issues over which FG&E has control.

Consumer complaint data and billing adjustment data are employed as service quality
measures. The Department compiles and aggregates, on a monthly basis, the frequency
of Consumer complaints regarding FG&E. The Department also compiles and
aggregates, on a monthly basis, the dollar amounts of Billing Adjustments. The
Department reports FG&E-specific data on both of these measures annually. Revenue
penalties shall apply to each of these measures, beginning at the review following the first
full calendar year of FG&E performance under a Department-approved performance-
based rate plan.

Consumer Division Cases for FG&E will be provided on a combined basis since the data o
can not reasonably be segregated between FG&E’s gas and electric divisions. '

B. Billing Adjustments

The Department compiles and aggregates, on a monthly basis, the dollar amount of
residential Billing Adjustments per 1,000 residential customers. The Department
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provides such data to FG&E on an annual basis.

Billing Adjustments for FG&E's gas and electnc division operations will be provided
separately for each division.

C. Consumer Surveys

FG&E provides the results of two surveys to the Department on an annual basis: (1) a
customer satisfaction survey of a statistically representative sample of residential
customers; and (2) a survey of customers randomly selected from those customers who
have contacted FG&E's customer service department within the year in which service is
being measured. The representative sample is newly drawn from customers contacting
FG&E's customer service area in the year previous and is conducted with a sample of
respondents who are redialed after having concluded a contact with FG&E's customer
service area.

For the residential customer satisfaction survey, customers will be asked to respond to the
following question using a scale where 1 = very dissatisfied and 7 = very satisfied;
"Overall, how satisfied are you with the service you are receiving from Unitil Fitchburg

Gas & Electric?” For the customer-specific survey, customers will be asked to respond to

the following question using a scale where 1 = very dissatisfied and 7 = very satisfied;
"How satisfied were you with the service you received from our customer service
department?”’

FG&E reports the results of these surveys to the Department on an annual basis as
specified in Section IX and includes the results from the previous years of the survey up
to a maximum of ten years. No benchmarks are calculated for these survey measures,
because no revenue penalty mechanism has been assigned to these measures.

STAFFING LEVEL BENCHMARK

To be determined upon a ruling by the Department concerning a Motion for Clarification
and Extension of Judicial Appeal Period By The Bay State Gas Company.

ASSUMPTIONS FOR CALCULATING ELECTRIC RELIABILITY MEASURES

For the purpose of calculating SAIDI, SAIFI, and CAIDI, the following assumptions and
criteria are used in accumulating outage data for standardizing reliability measurements:
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Customer Equipment Outages are excluded from the calculation of SAIDI, SAIFI,
and CAIDI;

Plénned outages are excluded from the calculation of SAIDI, SAIFI, and CAIDI;

Excludable Major Events are excluded from the calculation of SAIDI, SAIFI, and
CAIDI;

Momentary Outages are excluded from the calculation of SAIDI, SAIFI, and
CAIDI;

The beginning of an outage is recorded at the earlier of an automatic alarm or the
first report of no power;

The end of an outage is recorded at that point that power to customers is restored;
Outages involving a primary distribution circuit are included in the calculation of
SAIDI, SAIFI, and CAIDI. Outages that do not involve a primary distribution
circuit (i.e., secondary, line transformer only or service only) are not included in
the standardized indices.

Where only part of a circuit experiences an outage, the number of customers
affected are estimated, unless an actual count is available. When power is
partially restored, the number of customers restored also is estimated.

When customers lose power as a result of the process of restoring power (such as
from switching operations and fault isolation), the duration of these additional
outages is included, but the additional number of interruptions are be included in
the calculation.

g,

RELIABILITY AND SAFETY PERFORMANCE MEASURES

A.

Electric Reliability

FG&E measures SAIDI and SAIFI on an annual basis in accordance with Section
V and compares its performance to a benchmark established by Section I.C. ’
SAIDI and SAIFI shall be performance measures subject to a revenue penalty i
Section VII beginning at the review following the first full calendar year of FG&E
performance under a Department-approved performance-based rate plan.
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B. Response to Odor Calls

FG&E responds to 95 percent of all Class I and Class II odor calls in one hour or less as
required by the Department-established berformance standard. In order to ensure
compliance with this standard, Response to Odor Calls is a performance measure subject
to a revenue penalty in Section VII beginning at the review following the first full
calendar year of FG&E performance under a Department-approved performance-based
rate plan.

C. Lost Work Time Accident Rate

FG&E measures annually its Lost Work Time Accident Rate. The Lost Work Time
Accident Rate is a performance measure subject to a revenue penalty in Section VII
beginning at the review following the first full calendar year of FG&E performance under
a Department-approved performance-based rate plan.

-

REVENUE PENALTIES AND PENALTY OFFSETS

A.-  Applicability

The revenue penalty for the performance measures set forth in above in Sections II, 111,
and VI, except for Section VLB, shall be determined in accordance with the penalty
formula in Section VILB. If FG&E's annual performance for a performance measure falls
within or is equal to one standard deviation from the benchmark, no revenue penalty nor
penalty offset shall be imposed for that measure. If FG&E's annual performance for a
measure exceeds one standard deviation up to two standard deviations (to the closest
tenth of a decimal point) above the benchmark, it will be subject to the revenue penalty
shown in Section VILB.

[
If FG&E's annual performance for a performance measure exceeds two standard
deviations above the benchmark in any year, then the Department may open a formal
investigation as to the reasons for the poor performance.

Penalty offsets are calculated in a similar fashion to revenue penalties. If FG&E's annual
performance for a performance measure falls within or is equal to one standard deviation
below the benchmark, no revenue offset is achieved. If FG&E's annual performance is
below one standard deviation (to the closest tenth of a decimal point) below the
benchmark, it will earn a penalty offset. If FG&E falls below two standard deviations in
performance, the penalty offset is capped at the level associated with two standard
deviations.
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Penalty offsets may only be used to offset revenue penalties in the year they occur.
Penalty offsets have no value other than to offset revenue penalties. Penalty offsets
acquired on any performance measure may be used to offset revenue penalties on any
other performance measure, except Response to Odor Calls. Superior performance on
Response to Odor Calls may be used as an offset for deficient performance in other
service quality measures.

The revenue penalty for Section VLB shall be determined in accordance with the penalty
formula in Section VIL.C. If FG&E's annual performance for this measure equals or falls
below 91 percent, then the Department may initiate an investigation.

B. Penalty and Penalty Offset Formulas

The revenue penalty formula for all performance measures (except for the measure in
Section VI.B) shall be:

-

Penalty, = [O.25*(Observed Result - Historical Average Result)z]* Maximum Penalty
Standard Deviation

If: (Observed Result - Historical Average Result) is a positive value.

The penalty offset formula for all performance measures (except for the measure in
Section VI. B) shall be:

Offsety = [0.25*( Observed Result - Historical Average Result)z]* Maximum Offset
Standard Deviation

If: (Observed Result - Historical Average Result) is a negative value.
Where:

Penalty,, = revenue penalty applied to performance measure M;

Offset,, = penalty offset applied to performance measure M;

Observed Result = the average actual performance measure achieved in year,, rounded
to the applicable decimal place as specified for each measure in Section VIII.A;

Historical Average Result = the average historical actual result, based on an arithmetic



Fitchburg Gas and Electric Light Co.

Fitchburg Gas and Electric Light Co.
D.T.E. 99-84

Service Quality Pian

Exh. FGE-TMB-2

Page 11 of 18

average of the previous years, , of historic data, rounded to the applicable decimal
place as specified for each benchmark in Section VIII.C;

Standard Deviation = standard deviation of the historical average result; and
Maximum Penalty = (PCL,;)*(AR*0.02-CP)
Maximum Offset = (PCL,,)*(AR*0.02-CP)

Where:

PCL,, = Performance category liability for the measure expressed as a
percentage (derived from Section VII. D); and

AR = Annual Distribution Revenues of FG&E for the applicable year.

CP = Customer payments credited during the applicable year under XI.
Customer Service Guarantees.

. Penalty and Penalty Offset Formulas for Class I and Class II Odor Calls

The revenue penalty formula for the performance measure set forth in Section VI.B
shall be:

Class I and II Odor Call Penalty = Penalty Factor*Maximum Penalty

Where:
Penalty Factor is derived from Table PF, below:

. Table PF

Penalty

Factor Calculation

25 when PP-OR = 1 percent

.50 when PP-OR = 2 percent

75 when PP-OR = 3 percent

1.00 when PP-OR = 4 percent or more

The penalty offset formula for the performance measure set forth in Section VI.B shall
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be:
Class I and II Odor Call Offset = Offset Factor*Maximum Offset

Where:
Offset Factor is derived from Table OF, below:

Table OF

Offset

Factor Calculation

25 when PP-OR = -1 percent

.50 when PP-OR = -2 percent

75 when PP-OR = -3 percént

1.00 when PP-OR = -4 percent or less
- Where:

PP = 95 percent Fixed Target Benchmark

OR = Observed percentage of Class I and Class Il
Odor Calls actually responded to within 60 minutes
achieved in year,, rounded to the nearest
percentage point; and

Maximum Penalty = (PCL)*(AR*0.02-CP)
o,
Maximum Offset = (PCL)*(AR*0.02-CP)
Where:
PCL = Performance category liability for the Class I & II Odor
Calls measure expressed as a percentage (derived from Section

VII. D); and

AR = Annual Distribution Revenues of FG&E for the applicable
year.

CP = Customer payments credited during the applicable year
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under XI. Customer Service Guarantees.

D. Apportionment of Penalty Among Performance Measures

Revenue penalties shall be apportioned among the various performance measures as
follows:

Safety and Reliability

SAIDI 22.5 percent (FG&E's Electric Division only)
SAIFI 22.5 percent (FG&E's Electric Division only)
Class I & II Odor Calls 45.0 percent (FG&E's Gas Division only)

Lost Work-Time Accident Rate 10.0 percent

Customer Service and Billing

Telephone Answering Rate 12.5 percent

Service Appointments Met 12.5 percent =
On-Cycle Meter Readings 10.0 percent

Consumer Division Statistics

‘Consumer Division Cases 5.0 percent

Billing Adjustments 5.0 percent

VIII. REPORTING REQUIREMENTS

A. Reliability, Line Loss, and Safety Indices and Rates

FG&E reports on an annual basis SAIDI, SAIFI, CAIDI, Lost Work Time Accident
Rate, Electric Distribution Line Loss, Unaccounted-for Gas, Restricted Work Day
Rate, and damage to FG&E property, and percentage of all Class I and Class II odor
calls responded to in one hour or less ("Response to Odor Calls"). These reports are
submitted in accordance with Section IX below.

CAIDI and SAIDI is reported in terms of minutes and is measured and reported to the
nearest 100" of a minute. SAIFI is reported to the nearest 1000" of a reported outage.
The Lost Work Time Accident Rate is reported to the nearest 100® of an accident.
Restricted Work Day Rate is reported to the nearest 100" of a case. Electric
Distribution Line Loss is reported to the nearest 10™ of a percentage point.
Unaccounted-for Gas is reported to the nearest 100" of a percentage point. The
Customer Service and Billing Measures are reported to the nearest 10" of a percentage
point. The Class I and Class II odor calls are reported to the nearest percentage point.
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Substantiation of:
(1) FG&E's Electric Distribution Line Loss value,
(2) the accompanying adjustments that were made to standardize the value to
specific reference conditions, and
(3) the specific reference conditions
are reviewable as part of FG&E's annual reports on electric distribution line loss.

Property damage reports relating to incidents involving property of FG&E's electric
division (in amounts greater than $50,000 per incident) shall be filed annually. A
report shall be submitted to the Department within 48 hours of the incident and shall
include the same information as that submitted for accidents, as described in this
Section VIIL.I.

B. Past Reliability and Safety Performance Data

-

FG&E reports the Lost Work Time Accident Rate data from the past ten years in the
same fashion as in Section VIII.A. FG&E reports SAIDI and SAIFI data from the past
five years in the same fashion as in Section VIII.A. FG&E's SAIDI and SAIFI
historical data has been standardized (consistent with the method in Section V). The
SAIDI, SAIFI, and Lost Work Time Accident Rate data shall be filed annually in
accordance with Section IX below. Accordingly, FG&E's first annual report will
describe any limitations in data that affect its standardization of SAIDI and SAIFI, and
shall provide FG&E's best estimate of the statistical error inherent in the standardized
indices, to the extent such error is identified.

C. Benchmarks

FG&E provides the supporting calculations that were used in determining the standard
deviation and benchma&k values. SAIDI is reported in terms of minutes and shall be
measured and reported to the nearest 100® of a minute. SAIFI is reported to the nearest
1000" of a reported outage. The Lost Work Time Accident Rate is reported to the
nearest 100" of an accident. The Customer Service and Billing standards are reported
to the nearest 10" of a percentage point. The reports are submitted in accordance with
Section IX below.

Lost Work Time Accident Rate performance standards, Customer Service and Billing
performance standards, and Customer Satisfaction performance standards that were
determined in accordance with Sections II, III, and VI, above are reported annually.
SAIDI and SAIFI performance standards and benchmarks that were determined in
accordance with Section VI, above, are reported annually.
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FG&E's standard deviation, benchmark values, and supporting calculations are
included in Appendix A.

D. Annual Major Outage Events

FG&E identifies and reports on an annual basis the outages that are considered
Excludable Major Events. For each major event excludable under the standard above,
FG&E reports the total number of customers affected, the service area affected, the
number of customers without service at periodic intervals, the time frame of longest
customer interruption, and the number of crews used to restore service on a per shift
basis. In addition, FG&E's report includes FG&E's policy on tree trimming,
including its tree trimming cycle, inspection procedures, and typical minimum
vegetation clearance requirement from electric lines. These reports are to be submitted
in accordance with Section IX, below.

E. Capital Expenditure Information =

All capital investment approved and capital investment completed in FG&E's
distribution infrastructure to ensure delivery of reliable electricity and gas is reported

annually by FG&E. This report includes a list of its major capital investment projects

that relate to maintain transmission and distribution reliability and a summary
description of each project. The summary includes a list and location of each
transmission and distribution facility that was modified, upgraded, replaced, and/or
constructed as well as the costs and scope of work involved in the facility modification,
upgrade, replacement, and/or construction.

FG&E reports the same capital expenditure data from the ten most recent years in the
same fashion as in the previous paragraph. FG&E will provide this data in its first
annual report.

The reports are to be submitted in accordance with Section IX below.

F. Spare Component and Acquisition Inventory Policy and Practice

FG&E's policy for identifying, acquiring, and stocking critical spare components for its
distribution and transmission system will be reported on an annual basis. FG&E's first
annual report will address how this policy has changed or evolved over the past 10 ‘
years. The reports are to be submitted in accordance with Section IX below.

G. Poor Performing Circuits

FG&E's experience with poor performing circuits will be identified and reported on an
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annual basis. FG&E's report on these poor performing circuits will include the
following information:

(1)
)
3)

“)
(5)

(6)

the feeder or circuit identification number;

the feeder or circuit location;

the reason(s) why the circuits performed poorly during the reporting
year;

the number of years that the circuit(s) performed poorly;

the steps that are being considered and/or have been implemented to
improve the reliability of these circuits; and

the SAIDI or SAIFI value for the specific circuit(s).

The reports are to be submitted in accordance with Section IX below.

H. Electric Service Outages

-

FG&E reports the distribution and transmission outages consistent with the
Department’s Outage and Accident Reporting Procedures (see Outage Reporting

Protocol Letter, dated Aug. 24, 2001).

I. Other Safety Performance Measures

In compliance with the requirements of G.L. c. 164, § 95 and the Department's August
24, 2001 Outage Reporting Protocol Letter, FG&E reports to the Department within a
24-hour period of an accident the following information:

ey
2
3)
(4)

&)

time and date of incident;

time and date of the notice to the Department;

location of the incident;

a detailed description of the accident including information about
fatalities, injuries, facilities and third-party property damage; and
the name and telephone number of a FG&E employee who may be
contacted about the accident.

SUBMITTING ANNUAL REPORTS TO THE DEPARTMENT

FG&E will file each annual report with the Department by March 1 of each year,
reflecting the data from the previous year(s). The annual report will be submitted in
the following manner:

A. the original to Secretary, Department of Telecommunications and Energy, One
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South Station, Boston, Massachusetts 02110;

B. one copy to the Electric Power Division Director, Department of
Telecommunications and Energy, One South Station, Boston, Massachusetts
02110;

C. one copy to the Rates and Revenues Division Director, Department of
Telecommunications and Energy, One South Station, Boston, Massachusetts,
02110;

D. one copy of the report to the Consumer Division Director, Department of
Telecommunications and Energy, One South Station, Boston Massachusetts
02110; and

E. an electronic copy of the report to the Department, by one of two means:

(1) by e-mail attachment to dte.efiling@state.ma.us; or (2) on a 3.5” floppy
diskette, IBM-compatible format to the Director of Electric Power Division,
Department of Telecommunications and Energy, One South Station, Boston
Massachusetts 02110. The text of the e-mail or the diskette label must specify:
(1) an easily identifiable case caption; (2) docket number; (3) name of the
person or Company submitting the filing, and (4) a brief descriptive title of
document (e.g., comments or petition to intervene). The electronic filing should
also include the name, title and phone number of a person to contact in the event
of questions about the filing. Text responses should be written in either Word
Perfect (naming the document with a ".wpd" suffix) or in Microsoft Word,
(naming the document with a “.doc” suffix). Data or spreadsheet responses
should be compatible with Microsoft Excel.

X. BILLING INFORMATION

Upon approval by the Department, FG&E will place the following language on the
back side of customer bills, which notifies customers of (a) their ability to contact the
Department regarding service quality complaints or questions, and (b) the Department’s
website address (www.magnet.state.ma.us/dpu):

If you are not satisfied or have questions regarding our service quality, please call our 24 .

hour Customer Service office at 888-301-7700. If you remain unsatisfied, you may also
contact the Department of Telecommunications and Energy by:

» Telephone: 1-800-392-6066 or 1-617-727-3531

»  Web Site Address: http.//www.magnet.state.ma.us/dpu/

*  Writing: Department of Telecommunications and Energy
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Consumer Division
One South Station
Bosfon, MA4 02110

CUSTOMER SERVICE GUARANTEES

FG&E will provide customer service guarantees for two customer service measures: @9)
failure to keep service appointments, and (2) lack of notification of planned service
interruptions. FG&E guarantees that if it fails to keep a service appointment or it fails
to notify a customer of a planned service interruption, it will credit the customer $25.
Any customer payments credited during the applicable year will be deducted from the
maximum penalty and maximum offset formulas provided in Section VII, beginning at
the review following the first full calendar year of FG&E performance under a
Department-approved performance-based rate plan.

£

GENERAL RESERVATION

The Department retains the discretion to waive or depart from any provision of
FG&E's Service Quality Plan to the full extent such discretion is granted under law.
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A. Provisions

The following guidelines shall apply to Fitchbure Gas and Elcctric Livht Company
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‘B. Definitions

“Billing Adjustment” shall mean a revenue adjustment amount resulting from
Departmental intervention in a billing dispute between FG& EaCompan: and a
residential customer.

“Circuit” shall mean a conductor or system of conductors through which an electric
current is intended to flow.

“Class I Odor Call” shall mean those calls that relate to a strong odor of gas throughout a
household or outdoor area, or a severe odor from a particular area.

=,
“Class II Odor Call” shall mean calls involving an occasional or slight odor at an
appliance.
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“Complaint” shall mean a formal complaint to the Consumer Division of the Department
wherein the Consumer Division creates a systems record with a customer’s name and
address.

“Consumer Division Case” shall mean a written record opened by the Consumer Division
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“Customer Average Interruption Duration Index” or “CAIDI” shall mean the total
duration of customer interruption in minutes (as calculated by application of Section V
herein) divided by the total number of customer interruptions, expressed in minutes per
year. CAIDI characterizes the average time required to restore service to the average
customer per sustained interruption during the reporting period.

“Customer Equipment Outage” shall mean an outage caused by customer operation or the
failure of customer-owned equipment.

“Electric Distribution” shall mean the delivery of electricity over lines that operate at a
voltage level typically equal to or greater than 110 volts and less than 69,000 volts to an

end-use customer within the Commonwealth.

“Electric Distribution Facility™ shall mean plant or equipment used for the distribution of

“electricity that is not a transmission facility, a cogeneration facility, or a small power

production facility.

“Electric Distribution Feeder” shall mean a distribution facility circuit conductor between
the service equipment, the source of a separately derived system, or other power-supply
source and the final branch-circuit overcurrent device.

“Electric Distribution Line Loss” shall mean the electrical energy that is lost in the
distribution system. Such loss includes (1) energy that is lost directly due to the delivery
of electrical energy and results from the physical properties of the system’s wires and
transformers and other incidental substation use, and (2) energy that is lost because of
diversion, theft, and other unmetered use.

“Electric Distribution Service” shall mean the delivery of electricity to the customer by
FG& Evre-eleetredistibttioncommpay over lines that operate at a voltage level typically
equal to or greater than 110 volts and less than 69,000 volts.

“Emergency Call” shall mean a telephone call where the caller believes that he or she is
confronting special circumstances that might lead to bodily and/or system-related damage
if the circumstances remain unaddressed. Examples include, but are not limited to,
downed wires, gas leaks, and gas odor reports.

“Excludable Major Event” shall mean a major outage event that meets one of the
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following criteria: (i) the event is caused by earthquake, fire, or storm of sufficient
intensity to give rise to a state of emergency being proclaimed by the Governor (as
provided under the Massachusetts Civil Defense Act); (i1) any other event that causes an
unplanned interruption of service to 15 percent or more of FG&E's electric themeluetii
HEHH RS SRPERYS CUStOMeTS in an operating area; or (iii) an event that results from
the failure or disturbance of a transmission, power supply, or other system that is not
owned or operated by FG&: Ftie-etectiic eHS R EORP Notwithstanding the
foregoing criteria, an extreme temperature condition would not constitute an Excludable
Major Event.

“Lost Work Time Accident Rate” shall mean the Incidence Rate of Lost Work Time
Injuries and Illness per 200,000 Employee Hours as defined by the U.S. Department of
Labor Bureau of Labor Statistics.

“Meter Reading” shall mean the act of manually or automatically acquiring
customer-specific usage levels of an €nergy resource, expressed in numerical units, for a

defined period by actually consulting the customer’s meter.

“Momentary Outage” or “Momentary Interruption” shall mean an outage or interruption
of electric service of less than one minute.

“Non-emergency Call” shall mean all telephone calls other than emergency calls.

“Operating Area” shall mean « S iesSthdivstoso b FG & E'senebaloctie
ehmterh e glectric franchise territory_and vas [ranchise IO -#edefinaed
ISR I BN SN IR TSI e aiiainiann e i o

3
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“Outave Reportine Protocol Letter” shall mean the Department's Auvyst 24, 2001 leter

mmplementine o rey 1sed Ouiaoe Reporting Protocol tor cleetric disuribution companics.

“Planned Outage” or "planned service mterruption” shall mean an outage that is
scheduled by the utility and of which customers are notified in advance, including, for
example, during the connection of new customers or to ensure the safe performance of
maintenance activities.

“Poor Performing Circuit” shall mean any distribution feeder that:
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(1) has sustained a circuit SAIDI or SAIFI value for a reporting year that is among
the highest (worst) ten percent of FG& E'sthatwtihins feeders for any two ‘
consecutive reporting years; or

(i) has sustained a circuit SAID] or SAIFI value for a reporting year that is more than

“Restricted Work Day Rate” shall mean the Incidence Rate of Restricted Work cases per
200,000 Employee Hours as defined by the U.S. Department of Labor Bureau of Labor
Statistics. -

“Service Appointment” shall refer to a mutually agreed upon arrangement for service
between FG& Ethe-Compan- and the customer that specifies the date for F(i& E'sthe

S personnel to perform a service activity that requires the presence of the
Customer at the time of service.

“Service Interruption To A High-profile Customer” shal] mean an outage that has a
reasonable probability of involving a high-profile customer, including a hospital, airport,
or large manufacturing, commercial, or institutional customer (who has a demand of ]
megawatt or greater).

divided by the total number of customers served by the distribution system, expressed in
minutes per year. SAID‘J’ characterizes the average length of time that customers are
without electric service during the reporting period.

“System Average Interruption F requency Index” or “SAIFI” shall mean the total number
of customer interruptions divided by the total number of customers served by the
distribution system, expressed in interruptions per customer per year. SAIFI
characterizes the average number of sustained electric service interruptions for each
Customer during the reporting period.

“Sustained Outage” or “Sustained Interruption” shall mean an outage or interruption of
electric service that lasts at least one minute and is not classified as a momentary outage.
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“Hereaia-Distribution Revenues™ shall mean revenues collected through the
base distribution rates of FG& Fa-transtrisstomsid-distibation COHPH

“Unaccounted-for Gas” shall mean the reduction in the quantity of natural gas flowing
through a pipeline that results from leaks, venting, and other physical and operational
circumstances on a pipeline system. Unaccounted-for Gas is also referred to as a line
loss.

“Year” shall mean calendar year unless otherwise noted.

C. Benchmarking

The historical average and standard deviation for benchmarking wiH-isbe based on the ten
most recent years worth of data for FG& Eeseb-Compan~. This wHl-beils a fixed average

for the duration of the PBR. Where ten years worth of information is not available-ws
speerreempaty, FGAE willtheCompanrishirected—o use the maximum number of
years of data available, so long as three years are available. As FG&: | Heb e
collects additional data. that data will be included in benchmarking until ten years worth
of data is collected.

For SAIDI and SAIFI, the historic average and standard deviation for benchmarking will
be based on the years 1996, 1997, 1998, 1999, and 2000.
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CUSTOMER SERVICE AND BILLING PERFORMANCE MEASURES

A. Telephone Service Factor

FG& EEneiowipany shal-gathers data and report statistics on its handling of telephone
calls. Call data shal-beis compiled and aggregated monthly. Reporting shal-occurs
annually. The reports shal-beare submitted in accordance with Section IX below.
FG& EEretorapr shabreports the percentage of telephone calls that are handled
within 20 seconds a-+netrerrathatiecons b TETEEX CE v

o e 4] 1.3 o Calas a)

st FG& E fwrebr-conrpar> shal-also provides, separately, call-handling times for
“Emergency Calls and Non-Emergency Calls.

~

Telephone Service Factor shal-beis measured beginning at the point that the caller makes | -
a service selection and ending at the point that the call is responded to by the service area
selected by the caller. If the caller does not make a selection, the response time shat-beils
measured from a point following the completion of FG& E'sthet—empai— recorded

menu options and ending at the point that a customer-service representative responds to

the call.

Telephone Service Factor shali-beis a performance measure subject to a revenue penalty,
beginning at the revi_gw following the first full calendar vear of FG&E performance under
a Department-approved performance-based rate plan.

B. Service Appointments Met As Scheduled

FG& ERael-Company shal- gathers data and report statistics regarding the number of [
service calls met on the same day requested, excluding when a customer misses a ‘
mutually-agreed upon time. Service Appointments mav be rescheduled as long as i
mutuallyv agreed upon by FG&E and the customer. FG& EEreh-ompun shalreports
the percentage of scheduled service appointments met by FG& ECempan personnel on -
the same day requested. Service appointment data shat-beis compiled and aggregated
monthly. Reporting shat-occurs annually. The reports shall-beare submitted in
accordance with Section IX, below. Service Appointments Met As Scheduled shal-beis a
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performance measure subject to a revenue penalty, beginning at the review following the
first full calendar year of FG&E performance under a Department-approved performance-

based rate plan.

C. On-Cycle Meter Readings

FG& Efveh-Company shalh-gathers data and report statistics for the percentage of meters
that are actually read by FG& Ethe-Conpanv—on a monthly basis. FG&: FG& Efveh-Cormpans
shattreports the percentage of customer meters actually read on a monthly basis. Eligible
meters include both residential and commercial accounts. Meter reading data shah-be-is
compiled and aggregated monthly. Reporting shal-occurs annually. The reports shal
beare submitted in accordance with Section IX, below. On- -cycle Meter Reading shal
beare a performance measure subject to a revenue penalty, beginning at the review
following the first full calendar year of FG&E performance under a Department-approved

" performance-based rate plan.

CUSTOMER SATISFACTION MEASURES

A. Consumer Division Cases

Customer complaints-shat-beare categorized as a Consumer Division Case where a
written record is opened by the Consumer Division using the following criteria:

(1) the individual making the Complaint provides his or her identity to the Consumer
Division and s either a (a) current, prospective, or former customer of FG& Ethe
Cesmpare against which the Complaint has been lodged-Cesspan=, or (b) designee
of the current, prospective, or former customer of FG& Ethetompans;

(2) the individual or his/her de51gnee has contacted FG& Ethe-Compan—tronwiich
the-eustemerteceiresdistirbationsersee prior to lodging a Complaint with the
Department;

3) the Department’s investigator cannot resolve the Complaint without contacting
FG& Etheompa~ to obtain more information;

4) the matter involves an issue or issues over which the Department typically
exercises jurisdiction; and
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(5) the matter involves an issue or issues over which FG&: Ethe-ompas has control. !

Consumer complaint data and billing adjustment data shal-beare employed as service
quality measures. The Department wil-compiles and aggregates, on a monthly basis, the
frequency of Consumer complaints regarding FG&E. The Department also w#H-compiles
and aggregates, on a monthly basis, the dollar amounts of Billing Adjustments. The
Department w4 reports FG&E-specific data on both of these measures annually.—Fhe

ol . o

performranece-annuati— Revenue penalties shall apply to each of these meaéures;

beginning at the review following the first full calendar vear of FG&E performance under
a Department-approved performance-based rate plan.

Consumer Division Cases for FG&E will be provided on a combined basis since the data

B. Billing Adjustments

The Department s#H-compiles and aggregates, on a monthly basis, the dollar amount of
residential Billing Adjustments per 1,000 residential customers. The Department wiH

provides such data to FG&: Eeseh-onsa+ on an annual basis, Ypenrequest-of-the

AV ORI a T  a aogTa y tadiconcc oo
N TRy TRttt oS P o cire e HREto-aiseusSHie

Billine Adjustments for FG&F's vas and electric division operations will be provided
73
separatelv for each division.

C. Consumer Surveys

FG& EEweh-Company shall-provides the results of two surveys to the Department on an |
annual basis: (1) a customer satisfaction survey of a statistically representative sample of -
residential customers; and (2) a survey of customers randomly selected from those
customers who have contacted F G&E'sthe-Companv—s customer service department
within the year in which service is being measured. The representative sample shat-beis
newly drawn from customers contacting FG& E'sthe-Conpaivs customer service area in
the year previous and shal-beis conducted with a sample of respondents who are redialed
after having -concluded a contact with FG& E'sthe-Compat—s customer service area. Fhe
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For the residential customer satisfaction Survey, customers will be asked 1o respond 1o the
following question she-tsemmck ~—using a scale where | = very dissatisfied and 7 =
very satisfied; "Oyerall. how satisfied are you with the service you are receiving from
Unitl Fitchbure Gas & ElectricCompanvname?’ For the customer-specific survey,
customers will be asked 1o respond to the following question =t S using
a scale where 1 = very dissatisfied and 7 = very satisfied; "kHow satisfied were you with
the service you received from e -QuI customer service department-+Companame?”

FG& EEreh-Campany shatkreports the results of these surveys to the Department on an
annual basis as specified in Section IX and shalkincludes the results from the previous
years of the survey up to a maximum of ten years. No benchmarks shal-be are calculated

“for these survey measures, because no revenue penalty mechanism has been assigned to

these measures.

STAFFING LEVEL BENCHMARK

[SE PPN TS NPT FOTUUTON I RN NER T 0O NS NN B
U LASRE A S S s s s A

S 3
R R A A e e s p e s e a o

SRS N [ Y N ATV S aamm AL TS LY ST S S T OO AN L AN T T 3
T e T T e e e H T H e e b ey e T

be determined upon 4 ruline by the Department concernine z Motion for Clarification and
Extension ot Judicial Appeal Period By The Bay State Gas Compuny.

ASSUMPTIONS FOR CALCULATING ELECTRIC RELIABILITY MEASURES

For the purpose of calculating SAIDI, SAIFI, and CAIDI, the following assumptions and
criteria are to-be-used in accumulating outage data for standardizing reliability ,
measurements:

A Customer Equipment Outages shal-beurc excluded from the calculation of SAIDI, l -
' SAIFI, and CAIDI; '

B. Planned outages shaH-be:re excluded from the calculation of SAIDI, SAIFL, and l
CAIDI;
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C. Excludable Major Events shal-bearc excluded from the calculation of SAIDI, [
SAIF], and CAIDI:

D. Momentary Outages shaH-beurc excluded from the calculation of SAIDI, SAIFI, ]
and CAIDI;

E. The beginning of an outage shat-beis recorded at the earlier of an automatic alarm [
or the first report of no power;

F. The end of an outage shat-beis recorded at that point that power to customers is I
restored; =
. G. Outages involving a primary distribution circuit shal-beare included in the |

calculation of SAIDI, SAIFI, and CAIDI. Outages that do not involve a primary
- distribution circuit (i.e., secondary, line transformer only or service only) shaHare
not be-included in the standardized indices.

H. Where only part of a circuit experiences an outage, the number of customers
affected shal-beare estimated, unless an actual count is available. When power is
partially restored, the number of customers restored also shaH-beis estimated.

L When customers lose power as a result of the process of restoring power (such as
from switching operations and fault isolation), the duration of these additional
outages shall-beis included, but the additional number of interruptions shal-netare |
be included in t.?f calculation.
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RELIABILITY AND SAFETY PERFORMANCE MEASURES

A. Electric Rehability

FO&EEse ~ shal-measures SAIDI and SAIFI on an annual
basis in accordance with Section V and compares its performance foHeowinu-the
implementation-ofthe-PBR-Rlan-to a benchmark established by Section I.C. SAIDI and
SAIFI shall be performance measures subject to a revenue penalty in Section VII
beginning at the review following the first full ulgndm vear of FG&E perfommnce under
a Depanmem -approved perfonnance based rate plan R A

5 ~ shalresponds to 95 percent of all Class I and
Class Il odor calls in one hour or less_as required by the Department-established
performance standard. In order to ensure compliance with this standard, Response to
Odor Calls shal-beis a performance measure subject to a revenue penalty in Section VII
beginning at the review following the first full calendar year of FG&E performance under-
a Department-approved performance-based rate plan.

C. Lost Work Time Accident Rate

FG& Esehtompan- shalb-measures annually its Lost Work Time Accident Rate. The
Lost Work Time Accident Rate shal-beis a performance measure subject to a revenue
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penalty in Section VII beginning at the review following the first full calendar vear of
FG&E performance under a Department-approved performance-based rate plan.

VII.  REVENUE PENALTIES AND PENALTY OFFSETS

A. Applicability

The revenue penalty for the performance measures set forth in above in Sections 11, I1I,
and VI, except for Section V1B, shall be determined in accordance with the penalty
formula in Section VILB. If FG&E'se-cospans—s annual performance for a performance |
measure falls within or is equal to one standard deviation from the benchmark. no
revenue penalty nor penalty offset shall be imposed for that measure. If FGAE 'sa

e+~ annual performance for a measure exceeds one standard deviation up to two
”standard deviations (to the closest tenth of a decimal point) above the benchmark, it will

be subject to the revenue penalty shown in Section VII.B.

If FG& E'se-Compans—s annual performance for a performance measure exceeds two |
standard deviations above the benchmark in any year, then the Department may open a
formal investigation as to the reasons for the Cowprr—s-poor performance. ]

Penalty offsets are calculated in a similar fashion to revenue penalties. If FG&: E'sa
oparv—= annual performance for a performance measure falls within or is equal to one
standard deviation below the benchmark, no revenue offset is achieved. If FG&: E'sa
o#pany— annual performance is below one standard deviation (to the closest tenth of a
decimal point) below the benchmark, it will eam a penalty offset. If FG& FO& EvheCompany
falls below two standard deviations in performance, the penalty offset is capped at the
level associated with two standard deviations.

Penalty offsets may only be used to offset revenue penalties in the vear they occur. |
Penalty offsets have no value other than to offset revenue penalties. Penalty offsets ‘
acquired on any performance measure may be used to offset revenue penalties on any

other performance measure, except Response to Odor Calls. Superior performance on
Response to Odor Calls may be used as an offset for deficient performance in other

service quality measures.

The revenue penalty for Section VI.B shall be determined in accordance with the penalty
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formula in Section VII.C. If FG&E' LG E se—ewpany—s annual performance for this measure

equals or falls below 91 percent then the Department may epen-a-formal-investicationas

initiate an investi gation.

B. Penalty and Penaltv Osffset Formulas '

The revenue penalty formula for all performance measures (except for the measure in
Section VI.B) shall be:

Penalty,, = [O.ZS*Q)bserved Result - Historical Average Result)z]* Maximum Penalty
Standard Deviation

If (Observed Result - Historical Average Result) s a positive value.

The penalty offset perate-formula for all performance measures (except for the [
measure in Section VI. B) shall be:

Offset,, = [O.25*@bserved Result - Historical Average Result)z]* Maximum Offset
Standard Deviation

If: (Observed Result - Historical Average Result) is a negative value.
-,

Where:

Penalty,, = revenue penalty applied to performance measure M;

Offsety, = penalty offset applied to performance measure M;

Observed Result = the average actual performance measure achieved in year,, rounded
to the applicable decimal place as specified for each measure in Section VIIL.A

Historical Average Result = the average historical actual result, based on an arithmetic
average of the previous years, , of historic data, rounded to the applicable decimal
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place as specified for each benchmark in Section VIII.C ;

Standard Deviation = standard deviation of the historical average result; and
Maximum Penalty = (PCL,,)*(AR*0.02-CP)

Maximum Offset = (PCL,)*(AR*0.02-CP)

Where:

-,

PCL,, = Performance category liability for the measure expressed as a
percentage (derived from Section VII. D); and

- AR = Annual Fansmissenand-Distribution Revenues of FG& Ea
Cowmpany for the applicable year.

CP_= Customer pavments credited during the apphicable vear under XI.
Customer Service Guarantees.

C. Penalty and Penalty Ottset Formulas for Class 1 and Class II Odor Calls

The revenue penalty formula for the performance measure set forth in Section VI.B
shall be:

-,

Class I and II Odor Call Penalty = Penalty Factor*Maximum Penalty

Where:
Penalty Factor is derived from Table PF, below:

Table PF
Penalty
Factor Calculation

.25 when PP-OR = 1 percent
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.50 when PP-OR = 2 percent
75 when PP-OR = 3 percent
1.00 when PP-OR = 4 percent or more

The penalty otfset formula for the performance measure set forth in Section VI.B shall
be:

Class T and IT Odor Call Offset = Offset Factor*Maxinum Oﬁ‘set

Where:
Oftset Factor is derived from Table OF. below:

Table OF
Offset
Factor Calculation
.25 when PP-OR = -1 percent
.50 when PP-OR = -2 percent
75 when PP-OR = -3 percent
f,
1.00 when PP-OR = -4 percent or less

Where:
PP = 95 percent Fixed Target Benchmark

OR = Observed percentage of Class I and Class 1I
Odor Calls actually responded to within 60 minutes
achieved in year,, rounded to the nearest
percentage point; and
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Maximum Penalty = ( PCL)*(AR*0.02-CP)

Maximum Offset = (PCL)*(AR*0.02-CP)

Where:
PCL = Performance category liability for the Class I & II Odor

Calls measure expressed as a percentage (derived from Section
VII. D); and

£y

AR = Annual Fransmissionand-Distribution Revenues of
FG& Ee-Compairy for the applicable year.

e CP = Customer pavments credited durine the applicable vear
under XI. Customer Service Guarantees.
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D. Apportionment of Penalty Among Performance Measures

Revenue penalties shall be apportioned among the various performance measures as
follows:

Safety and Reliability

SAIDI 22.5 percent (FG&E's Electric Divisioneteetrte
eistrbuHeRcompaites only)
SAIFI 22 5 percent (FG&E s Electric Divisionelectrte

tes only)
45.0 percent (FG&E's Gas Divisiongas

distributor-compattes only)
10.0 percent

Class I & II Odor Calls

Lost Work-Time Accident Rate

Customer Service and Billing

Telephone Answering Rate
Service Appointments Met
On-Cycle Meter Readings

Consumer Division Statistics

12.5 percent
12.5 percent
10.0 percent

Consumer Division Cases 5.0 percent
Billing Adjustments 5.0 percent
VI REPORTING REQUIREMENTS
A. Reliability, Line Loss, and Safety Indices and Rates

FG& ERnehCompany shall-reports on an annual basis SAIDI, SAIFI, CAIDI, Lost
Work Time Accident Rate, Electric Distribution Line Loss, Unaccounted-for Gas,
Restricted Work Day Rate, and damage to FG& Eeempany property, and percentage of -
all Class I and Class II odor calls responded to in one hour or less_("Response to Odor
Calls"). These reports shal-beare submitted in accordance with Section IX below.

CAIDI and SAIDI shal-beis reported in terms of minutes and shal-beis measured and
reported to the nearest 100" of a minute. SAIFI shaH-beis reported to the nearest 1000"
of a reported outage. The Lost Work Time Accident Rate shal-beis reported to the
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nearest 100" of an accident. Restricted Work Day Rate shal-beis reported to the
nearest 100" of a case. Electric Distribution Line Loss shat-beis reported to the
nearest 10" of a percentage point. Unaccounted-for Gas shal-beis reported to the
nearest 100" of a percentage point. The Customer Servicewsrer and Billing
Measures shali-beare reported to the nearest 10® of a percentage point. The Class I and
Class II odor calls shat-beare reported to the nearest percentage point.

Eaortha annnal ranaric oo alacte: distributionLlinalace —aocl olaareia 1] bl e
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eompai- shal-preovidesufficientsSubstantiation of:

(1) #s-FG&E's Electric Distribution Line Loss value,
(2) _the accompanying adjustments that were made to standardize the value to
specific reference conditions, and

- (3) _the specific reference conditions-

o,

are reviewable as part of FG&E's annual reports on electric distribution line loss.

Property damage reports relating to incidents involving property of FG&E '« electric
division (in amounts greater than $50,000 per incident) shall be filed annually. Ferthe
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faeihities—A report shall be submitted 1o the Department within 48 hours of the incident
and shall include the same information as that submitted for accidents, as described in
this Section VIII.I.

33 e~
oY

B. Past Reliability and Safety Performance Data

FG& Eaehelectredi + shal-reports the Lost Work Time Accident

Rate data from the past ten years in the same fashion as in Section VIIL. A FG& EEaeh
stre—distbution-compat shal-reports SAIDI and SAIFI data from the past fiveten

years in the same fashion as in Section VIII.A. Ege tFte-ehsirthaHoR-¢ S

shuH-use-s-best-effortsto-standardizeFG&E's SAIDI and SAIFi historical data has

been standardized (consistent with the method in Section V). The SAIDI, SAIFI, and

Lost Work Time Accident Rate data shall be ; o 3
repert-submittedfiled annually in accordance with Section IX below. Accordingly,
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FG&E skuehompany=s first annual report willshowtd describe _any limitations in data
that affect its standardization of SAIDI and SAIFI, and shall provide FG&E s+ best
estimate of the statistical error inherent in the standardized indices, to the extent such
error is identified.

C. Benchmarks

FG& Efaeh-Compatr shall-provides the supporting calculations that were used in
determining the standard deviation and benchmark values. SAIDI shaH-beis reported in
terms of minutes and shall be measured and reported to the nearest 100" of a minute.
SAIFI shal-beis reported to the nearest 1000™ of a reported outage. The Lost Work
Time Accident Rate shal-beis reported to the nearest 100" of an accident. The
Customer ServiceEensiner and Billing standards shati-be are-reported to the nearest

10" of a percentage point. The reports shat-beare submitted in accordance with Section
IX below.

Lost Work Time Accident Rate performance standards. C ustomer Service and Billing
pertformance standards, and Customer Satisfaction performance standards faeh

Camnrechall canart A oz g 0] basis-thal act Warl- Tion A anidant Dara and tha
S PR I T T O PO T ot ahrraa - ot S tHHe- o5 - o e — TeTratnrran o tHe

& : afrearass : at-were-that were
determined in accordance with Sections II. I1I. and VI, above_are reported annually .
Eocholectiredistribution-Compani—shall-repert-on-an-annual-basisthe-SA DI and

SAIFI performance standards and benchmarks that were determined in accordance with

Section VI, above, are reported annually.

FG&E's standard deviation. benchmark values. and supporting calculations are
included in Appendix A.

D. Annual Major QOutage Events
FG& Efaeleleet ¥ shel identifiesy and reports on an annual

basis the outages that are considered Excludable Major Events. For each major event
excludable under the standard above—erexe e HRY iSO

FG& Eesr ette-ghstrbution shalt reports the total number of customers affected, the
service area affected, the number of customers without service at periodic intervals, the
time frame of longest customer interruption, and the number of crews used to restore
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service on a per shift basis. In addition, tteFG&E's report shaH includes FG&E 'sthe
retHt—ctecH e tHSHHBHHO R == policy on tree trimming, including its tree

trimming cycle, inspection procedures, and typical minimum vegetation clearance

requirement from electric lines. These reports shal-beare to be submitted in

accordance with Section X, below.

E. Capital Expenditure Information

. . All capital investment approved and

capital investment completed in FG&E's e tEaRsHSsteRard-distribution
infrastructure to ensure delivery of reliable electricity and gas_is reported annually by
FG&E. This report skal-includes a list of its major capital investment projects that
relate to maintain transmission and distribution reliability and a summary description of

~each project. The summary shaH-includes a list and location of each transmission and
distribution facility that was modified, upgraded, replaced, and/or constructed as well
as the costs and scope of work involved in the facility modification, upgrade,
replacement, and/or construction.

FG& Ebweh-Compam—shall reports the same capital expenditure data from the ten most
recent years in the same fashion as in the previous paragraph. FG&E will provide this

Fhe data shall-be-provided in each-eompany—s its first annual report.

The reports are toshah be submitted in accordance with Section IX below.

“:‘t{’ - . . . .
F. Spare Component and Acquisition Inventory Policy and Practice

FO& E'skueh-Companr—shall-reportonan-annual-basis—ts policy for identifying,

acquiring, and stocking critical spare components for its distribution and transmission
system will be reported on an annual basis. FG&E' skach-Companvs first annual
report shalt will address how this policy has changed or evolved over the past 10 years.
The reports shal-are to be submitted in accordance with Section IX below. S

G. Poor Performing Circuits

FG&E's experience with Eaeh-C .
poor performing circuits_will be identified and reported on an annual basis. FG&E's
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Fhe report on these poor performing circuits shalwill include the following
information:

(1) the feeder or circuit identification number;

(2) the feeder or circuit location;

3) the reason(s) why the circuits performed poorly during the reporting
year;

4) the number of years that the circuit(s) performed poorly;

(5) the steps that are being considered and/or have been implemented to
improve the reliability of these circuits; and

(6) the SAIDI or SAIFI value for the specific circuit(s).

The reports are toshalt be submitted in accordance with Section IX below.

H. Electric Service Outages

FG& Efachelectriedistribution eompait- shalt eontintete-reports the distribution and
transmission outages consistent with the Department’s Outage and Accident Reporting
Procedures (see Outage Reportine Protocol Letter, dated Aug. 24, 2001). These
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B iy Other Safety Performance Measures

In compliance with the requirements of G.L. c. 164, § 95 und the Department’s August
24. 2001 Outage Reporting Protocol Letter, FG& Eeach-Conipate shaf-reports to the

Department within a 24-hour period of an accident the following information:

(1
2
(3)
4

®)

time and date of incident;
time and date of the notice to the Department:
location of the incident;
a detailed description of the accident including information about

fatalities, injuries, facilities and third-party property damage; and

the name and telephone number of a FG& E-wti#+ employee who may be
contacted about the accident.

SUBMITTING ANNUAL REPORTS TO THE DEPARTMENT

FG&E will file each Fhe annual reports deseribed-previousty-—shal-be-submitted—+te-with

the Department by March 1 of each year, reflecting the data from the previous year(s).
The annual report-and-shalwill be submitted in the following manner:
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A. the original to Secretary, Department of Telecommunications and Energy, One
South Station, Boston, Massachusetts 021 10;

B. one copy to the Electric Power Division Director, Department of
Telecommunications and Energy, One South Station, Boston, Massachusetts
02110;

C. one copy to the Rates and Revenues Division Director, Department of

Telecommunications and Energy, One South Station, Boston, Massachusetts,
02110;

one copy of the report to the Consumer Division Director, Department of
Telecommunications and Energy, One South Station, Boston Massachusetts
02110; and

an electronic copy of the report to the Department, by one of two means:

(1) by e-mail attachment to dte.efiling@state.ma.us; or (2) on a 3.5” floppy
diskette, IBM-compatible format to the Director of Electric Power Division,
Department of Telecommunications and Energy, One South Station, Boston
Massachusetts 02110. The text of the e-mail or the diskette label must specify:
(1) an easily identifiable case caption; (2) docket number; (3) name of the
person or Company submitting the filing, and (4) a brief descriptive title of
document (e.g,, comments or petition to intervene). The electronic filing should
also include the name, title and phone number of a person to contact in the event
of questions about the filing. Text responses should be written in either Word
Perfect (naming the document with a ".wpd" suffix) or in Microsoft Word,
(naming the document with a “.doc” suffix). Data or spreadsheet responses
should be compatible with Microsoft Excel.
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BILLING INFORMATION

Upon approval by the Department. FG&E will place the followingEweh-Company—is
SHectod-o—abitH language—forapiio-—td FtheBeptitfieti—to-bephieed-on the back
side of customer bills, which notifies customers of (a) their ability to contact the -
Department regarding service quality complaints or questions, and (b) the Department’s
website address (www.magnet.state.ma.us/dpu):~

Ifyou are not satisfied or have questions regardinge our service quality, please call our 24
hour Customer Service office ar 888-30]- T700. If vou remain unsatisfied, you may
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also contact the Department of Telecommunications and E nergy by
o Telephone: 1-800-392-6066 or 1-617-"27"-353]
" Web Site Address: hup://www.anaonet. state.ma. us/dpu’

®»  Hriting: Department of Telecommunications and E Hergy
Consumer Division

One South Station

Boston, MA 02110

CUSTOMER SERVICE GUARANTEES

oY

FG&E will provide customer service guarantees for two custonier service measures: (1)
failure to Keep service appointments. and (2) lack of notification of planned service

. nterruptions. FG&E cuarantees that if it fails to Keep a service appointment or it fails

o notify a customer of a planned service interruption. it will credit the customer S25.
Anyvcustomer pavments credited during the applicable vear will be deducted from the
maximum penalty and maximum offset formulas provided in Section VI, beginning at
the review following the first full calendar vear of FG&E performance under a
Department-approved performance-based rate plan.

GENERAL RESERVATION

The Department retains the discretion to waive or depart from any provision of these

guidelinesEFG&E's Service Quality Plan as-the-interests-of fairness—may—requireto the

full extent such discretion is granted under law .
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The undersigned Subscriber herein engages Marshall & Swift‘Boeckh. its affiliates. successors. and assigns (herein referred to as
*MS/B”) to furnish the products and-or services specified herein on the terms and subject to the conditions found on the reverse
side of this Agreement.

1. Service Description:

(a) MS/B Residential “Total Component™ Valuation Software: Under terms of this License Agrecement. Subscriber
shall have use of the MS/B Residential Componeént Technology estimating software (referred to as RCT) with “total =
component” building cost database for use by Subscriber’s authorized underwriting and agency users. RCT estimating
software is provided in order for Subscriber’s underwriting department and insurance agents to be able to calculate
estimates of replacement cost and/or actual cash value for residential building properties found in the U.S. market.

(b) MS/B XNet Service: Under terms of this License Agreement, MS/B shall also provide to Subscriber’s underwriting
staff and insurance agents that are authorized by Subscriber:

1. Unlimited access and use of RCT estimating software that MS/B shall install for Subscriber on a proprietary
MS/B Extra-net Web Site (herein referred to as MS/B XNet).

. A dedicated XNet site for Subscriber’s proprietary use as part of Subscriber’s insurance business.

iii. The ability to generate estimates of building cost in an “interactive™ (one at a time (immediate) processing),
or “batch™ (group processing of estimates at one time) mode as may be described herein.

iv. Other general capabilities described below or elsewhere in this License Agreement:

- Ability to store (“archive”) all of the input sent to the system in order to be able to produce estimates of
replacement cost again in the future and or archive building characteristics data on the site for continuous access
and review.

- Ability to print RCT standard estimates of replacement cost and/or actual cash value as well as archived data
stored at the XNet site.

- Link to MS/B “outsourcing” programs of Tele-estimating™ and/or field in3pections so that data obtained for
Subscriber in these programs can also be saved at Subscriber’s same dedicated XNet site.

- Ability for Subscriber’s authorized users to generate estimates of replacement cost and also make changes to same
(as described herein).

- All archiving and retrieval of estimates including up to 5 iterations of each estimate.

- Secure, redundant hosting with disaster recovery.

- Daily back up of the XNet site.

- Security between the end users and the XNet server using either SSL or NT domain security.

- Quarterly updates to the RCT building cost database made automatically bv MS/B at the XNet site within 45 days  _
of the close of each calendar quarter.

(c) Web-based Training: Training by MS/B representatives in the use of the XNet or RCT programs is provided to
Subscriber through use of MS/B show-ware Web-based training technology. As many as 14 seats can be
accommodated simultaneously in each Web session. Up to fourteen (14) Web-based training sessions or “seats™ are
provided to Subscriber by MS/B at no cost to Subscriber the first vear of this Agreement. Thereafter, Web-based
training is provided at S50 per seat per session. Additional on site training is available at the per diem rate of $900 per
day, plus reasonable travel expenses (if travel is needed).

(d) 800 Help Line Support: Unlimited access to MS/B 800 line help is provided to Subscriber for the duration of this
Agreement or so long as this Agreement is in effect and current. MS/B will provide the 800 line number support
between the hours of 8:30 a.m. and 6:00 p.m. EST, Monday through Friday excluding National Holidays.

(e) Additional terms and conditions of this License Agreement are found on the reverse side of page 1 of this Agreement as
well as in the Addendum tevAgreement (attached).

Enter Biliing Address 10 below 1f different from Subscriber Address

SUBSCRIBER: SAFETY INSURANCE COMPANY Attention:
ADDRESS: 20 CUSTOM HOUSE STREET
Boston, MA 02110
SIGNATURE
TITLE - : DATE

FOR INTERNAL USE ONLY
M NEw [0 RENEWAL [0 REPLACES Business Classification Agency Telephone: (800)809-0016

_Date: October 2, 2001 MS/B Manager: Walt Swistak
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Fitchburg Gas and Electric Light Company
Appéhdix A

Benchmarks, Standard Deviations, and Supporting Calculations

Telephone Service Factor
Service Appointments Met As Scheduled
On-Cycle Meter Readings -

Consumer Division Cases

m o o w »

Billing Adjustments

AL

SAIDI

SAIFI

I @

Response to Odor Calls

. Lost Work-Time Accident Rate

uﬁ{?
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A.  Telephone Service Factor
Emergency Call Data - Not Available Prior to 2001
Non-Emergency Calls - Gas & Electric Divisions
Benchmark 46.5% handled within 20 seconds
Historical Data 2000: 51.5%
Used to Set Benchmark 1999: 44.9%
1998: 43.0%
Average 46.5% handled within 20 seconds
Standard Deviation Calculation 4.5% handled within 20 seconds
Penalty Range 42.0%t037.5% -
Offset Range 51.0% to 55.5%

Note: Data provided to the nearest 10" of a percent, in accordance with Section VIII A.



B.

Service Appointments Met As Scheduled

Data is Not Yet Available
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C. On-Cycle Meter Reading

Electric Division
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Benchmark

92.7%

Historical Data
Used to Set Benchmark

2000: 93.9%
1999: 94.9%
1998: 89.3%

Average

Standard Deviation Calculation
Penalty Range

Offset Range

92.7%
3.0%

89.7% t0 86.7%
95.7% t0 98.7%

Note: Data provided to the nearest 10" of a percent, in accordance with Section VIII A.

Gas Division

Bencﬁmark

88.4%

Historical Data
Used to Set Benchmark

2000: 90.9%
1999: 90.6%
1998: 83.6%

Average

Standard Deviation Calculation
Penalty Range

Offset Range

88.4%
4.1%

84.3% to 80.2%
92.5% to 96.6%

Note: Data provided to the nearest 10" of a percent, in accordance with Section VIII A.



D. Consumer Division Cases

Electric & Gas Divisions
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Benchmark 62.1 Cases
Historical Data 2000: 63.0  Cases
Used to Set Benchmark 1999: 78.0  Cases
1998:94.0  Cases

1997: 540 Cases

1996: 77.0  Cases

1995:47.0 Cases

1994:56.0  Cases

1993: 28.0  Cases

t Average 62.1 Cases
Standard Deviation Calculation 20.7 Cases
Penalfy Range 82.8 to 103.4 Cases
Offset Range 41.51t020.8 Cases

Note: Data provided to the nearest 10" of a case.
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Benchmark $16.31 per 1,000 Customers
Historical Data 2000: §0 per 1,000 Customers
Used to Set Benchmark 1999: $0 per 1,000 Customers
1998: $5.63 per 1,000 Customers
1997: $0 per 1,000 Customers
1996: $0 per 1,000 Customers
1995: $0 per 1,000 Customers

1994: $108.53 per 1,000 Customers

Average

Standard Deviation Calculation
Penalty Range

Offset Range

$16.31 per 1,000 Customers
$40.72 per.1,000 Customers
$57.03 to $97.75
Not Applicable*

Note: Data provided to the nearest 100" of a dollar.

*Offsets are not applicable at this time because one standard deviation below the average is in the negative range.
Since the deadband alone brings this value below zero, no offset is applicable at this time.

Gas Division

Benchmark $50.15 per 1,000 Customers
Historical Data 2000: $24.52  per 1,000 Customers
Used to Set Benchmark 1999: $71.19  per 1,000 Customers
1998: $255.33 per 1,000 Customers
1997: $0 per 1,000 Customers
1996: $0 per 1,000 Customers
I 1995: $0 per 1,000 Customers
1994: $0 per 1,000 Customers
Average $50.15 per 1,000 Customers
Standard Deviation Calculation $94.21 per 1,000 Customers
Penalty Range $144.36 to $238.57
Offset Range Not Applicable*

Note: Data provided to the nearest 100" of a dollar.

*Offsets are not applicable at this time because one standard deviation below the average is in the negative range.
Since the deadband alone brings this value below zero, no offset is applicable at this time.
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F. System Average Interruption Duration Index (SAIDI)

Electric Division

Benchmark 131.54 minutes
Historical Data 2000: 116.56 minutes
Used to Set Benchmark 1999: 160.88 minutes

1998: 116.09 minutes

1997: 139.45 minutes

1996: 124.70 minutes
Average 131.54 minutes
Standard Deviation Calculation 18.93 minutes
Penalty Range 150.47 to 169.40 minutes
Offset Range 112.61 to 93.68 minutes

-

Note: Data provided to the nearest 100™ of a minute, in accordance with Section VIIT A.
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G. System Average Interruption Frequency Index (SAIFI)

Electric Division

Benchmark 1.677 interruptions
Historical Data 2000: 1.362  1nterruptions
Used to Set Benchmark 1999:2.003  interruptions

1998: 1.341 interruptions
1997: 1.896  interruptions
1996: 1.782  interruptions

Average 1.677 interruptions
Standard Deviation Calculation 0.307 interruptions
Penalty Range 1.984 to 2.291 integruptions
Offset Range 1.370 to 1.063 interruptions

-

Note: Data provided to the nearest 1000™ of a reported outage, in accordance with Section VIII A.
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Benchmark 95%
Historical Data 2000: 99%
1999: 99%
1998: 96%
Average 98%
Penalty Range in 1% Increments 91% to 94%
Offset Range in 1% Increments 96% to 99%

Note: Data provided to the nearest percentage point, in accordance with Section VIII A.

\ﬁ['

-,
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I. Lost Work Time Accident Rate Data Sheet

Electric & Gas Divisions

Benchmark 10.30 incidents per 100 FTEs
Historical Data 2000: 7.44 1ncidents per 100 FTEs
Used to Set Benchmark 1999: 7.34 incidents per 100 FTEs
1998: 11.83 1ncidents per 100 FTEs
1997:9.91 1ncidents per 100 FTEs
1996: 13.99 incidents per 100 FTEs
1995: 12.78 incidents per 100 FTEs
1994: 10.87 incidents per 100 FTEs
1993: 13.66 incidents per 100 FTEs
1992:5.29 incidents per 100 FTEs
: 1991: 9.87 incidents per 100 FTEs
Average 10.30 incidents per 100 FTEs
Standard Deviation Calculation 2.91 incidents per 100 FTEs
Penalty Range 13.21to 16.12
Offset Range 7.39 to 4.48

Note: Data provided to the nearest 100" of an accident, in accordance with Section VIII A.
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Fitchburg Gas and Electric Light Company

Data Collection Process for Service Quality Measures

Telephone Service Factor (Section Il.LA. of FG&E's Service Quality Plan)

Emergency Calls

As discussed further below, FG&E emergency calls are received either by the
Unitil Customer Service Center, which staffs a 24-hour per-day, 7-day a week
operation, or by the FG&E dispatch office which has a designated phone line for
gas emergencies, also staffed 24-hours per-day, 7-days a week." Customers
calling the Unitil Customer Service Center are given two separate options to
report either a gas-related emergency (such as a gas odor or gas leak call) or an
electric-related emergency (such as wires down and burning, electrical fire,
explosions, etc).

For gas emergency calls, upon the customer's selection for a gas-related
emergency, the customer will be immediately routed to the FG&E dispatch office,
where employee(s) are staffed to answer the emergency gas telephone lines.

For electric emergency calls, upon the customer’s selection for an electric-related
emergency, the customer will be immediately routed to a priority call queuing
mechanism within the Customer Service Center. These calls receive priority
status that places them first in line as opposed to the normal “first in — first
served” environment. The next available Customer Service Representative then
processes their call.

FG&E's response time to emergency calls are recorded using automated
software systems. For gas emergency calls, a system was recently installed at
FG&E and response time has been collected since September 1, 2001. For
electric emergency calls, response time has been collected since September 17,
2001 using software at the Customer Service Center. Since response time to
gas emergency calls are tracked at FG&E, and electric emergency response time
is tracked at the Customer Service Center, FG&E is able to report data for its gas
and electric divisions separately.

Non-Emergency Calls
Non-Emergency calls are received by the Customer Service Center which is
staffed to respond to calls for FG&E and its two NH affiliates, Concord Electric

" The Unitil Customer Service Center located in Concord, NH, handles calls for FG&E and Unitil's two NH
__ distribution companies Concord Electric Company and Exeter & Hampton Electric Company.
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Company and Exeter & Hampton Electric Company. All non-emergency calls are
placed in a universal holding queue, as opposed to a queue dedicated to specific
employees or company. Customer Service Representatives respond to calls for
all three companies. Therefore, the response time, which is measured using
software programs, reflects a combined response time. Response time for non-
emergency calls at the Customer Service Center has been collected since April
1998, the date that the Customer Service Center began answering calis for
FG&E.

Service Appointments Met As Scheduled (Section I.B. of FG&E's Service Quality
Plan)

For FG&E's gas division, service appointments that are mutually agreed upon

and require the presence of the customer include meter-on, meter-off, re-light,

scheduled meter exchange, meter test, meter set or removal, new service

installation, connect and reconnect service. Except for re-lights, the same

service appointments apply to FG&E's electric division. Certain cases that do not
. require the presence of the customer will not be included in the measurement.

All of these service appointments, with the exception of new service installations
and connect and reconnect service, are processed through FG&E's automated
work order system. When a customer calls to request a service appointment, the
Customer Service Representative creates a work order with the date that a
service appointment is scheduled with a customer. The work order is then sent
to FG&E's Operations Department for completion. The employee performing the
work enters the date that the work is completed. The work completion date along
with a description of the work is entered into the automated work order system.

This work order system is also used in scheduling work that does not require the
presence of the customer such as meter re-reads, read-ins and read-outs for
customer locations wjth outside meters. Therefore, the historical data for service
appointments met as scheduled is not readily available. FG&E is currently
working on a query of its database to retrieve the data back to January 2000 for
those service appointments that require the presence of the customer. FG&E will
submit this data in its March 1 annual report.

Historical data is not available for new service installations and connect and
reconnect service since these were not processed through the automated work
order system. In accordance with the Department's June 29, 2001 Order in
D.T.E 99-84, FG&E will begin collecting this data January 1, 2002.
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On-Cycle Meter Readings (Section ll.C. of FG&E's Service Quality Plan)

FG&E's Customer Information System ("CIS") provides the data to measure on-
cycle meter readings. Bills issued to customers designating that the billed
energy is based upon estimated energy use are excluded as on-cycle meter
reads. Bills issued to customers that indicate energy consumption is based upon
an obtained meter reading are included as on-cycle meter reads. The CIS
system is specifically designed to track the number of estimated reads, actual
reads and total scheduled reads, by route each month. The data is exported into
a spreadsheet for analysis. The total number of bills issued to customers based
upon actual meter readings divided by the total number of bills issued to
customer determines the percentage of on-cycle meter readings. In accordance
with Section II.C. of FG&E's Service Quality Plan, only residential and
commercial accounts are included in the database.

FG&E has collected this data since 1998 and will report #ts data for its gas and
electric divisions separately.

Consumer Surveys (Section lll.C. of FG&E's Service Quality Plan)

Customer Satisfaction Survey

FG&E's Customer Satisfaction Survey is provided in Exh. FGE-TMB-6. FG&E
designed this survey internally and it has been used since 1992 with some
modifications made in recent years. The attached survey was specifically
modified to change the scale from 1-7 and to incorporate the question "Overall,
how satisfied are you with the service you are receiving from Unitil/Fitchburg Gas
& Electric" in accordance with the Department's guidelines, adopted by FG&E in
Section llIl.C. of FG&E's Service Quality Plan. FG&E incorporated these changes
in its October mailing for its 2001 survey. FG&E's customer selection process
and process to determine survey results are provided below.

Customer Selection Process
1) A work file is created on an annual basis from the CIS customer
master file. The work file selects all active customers in a random
order. The work file assigns customers a work record number based .
upon their position in which they were selected (i.e. Customer # 00001
- 25000). The selection process does not differentiate between gas or
electric customers. »
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A program is then run against the file that randomly selects customers
until the maximum predetermined threshold is obtained (6%

- residential).%

The random selection process is determined from the computer clock
hh:mm:ss at the time the program is running. The customer, to be
selected, is assigned a customer record number based on the last
three digits of the clock in m:ss. (example, if the time is 16:05:01, the
program would select customer number 501 in the work file.) Once the
first customer is selected (i.e. # 501) the program will look for the next
customer based on the last 3 digits of the time it is running (i.e. 6:13)
and add that number to the previously selected customer number (i.e.
501 + 613 = customer # 1,114). The program would continue to
search until the predetermined amount of customers is selected which
may involve the program to start the loop at the beginning of the work
file on multiple occasions.

Process to determine Survey Results

1)
2)

3)

4)

Returned surveys are first sorted by company and then by customer
class (Residential, and Commercial and Industrial).?

All responses to all questions are entered into a Microsoft Access
database by a select group of Customer Service Representatives as
they are returned.

Customers have until November 30" to return their surveys (8 weeks
to respond). Surveys received after November 30™ are not included in
the database.

The totals from the Access database are then exported to Microsoft
Excel spreadsheets for analysis by the Customer Systems Analyst.
The spreadsheets are used to determine the percentage and numbers
of customers that have responded to the surveys, as well as the
percentage and number of customers that have responded to all
questions.with a satisfactory score.

? The correct sample size depends upon three factors: (1) the level of confidence desired, (2) the variability in the
population, and (3) the maximum allowable error. Making the following assumptions: (1) a 95% level of
confidence, (2) no assumption about the variability in the population, and (3) a 5% maximum allowable error, and
employing a standard statistical formula: n = {(1.96 * sqrt ((0.5)*(0.5))) / 0.05]**2 yields a sample size of 385. '
Based on an FG&E total customer base of 28,479, 6% is equal to 1,709. And, based on past FG&E experience of an
average response rate of 23%, 1,709 * 23% yields an expected survey return of 393, slightly greater than the 385

required.

* FG&E and its two NH affiliates, Concord Electric Company and Exeter & Hampton Electric Company distribute
these surveys. All surveys sent include a self addressed stamped envelope to Unitil's Customer Service Center in

Concord, NH.
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Customer-Specific Survey

FG&E's Customer Specific Survey is also provided in Exh. FGE-TMB-6. FG&E
designed this survey internally and it has been used since 1999. Similar to the
Customer Satisfaction Survey, FG&E has made specific modifications to comply
with the Department's guidelines. The survey was modified to change the scale
from 1-7 and to incorporate the question "How satisfied were you with the service
you received from our Customer Service Department?” FG&E will incorporate
the modified survey into its process beginning January 1, 2002 so that calendar
year 2001 results are completed on a consistent basis. FG&E's customer
selection process and process to determine survey results are provided below.

Customer Selection Process
1) A work file is created on a weekly basis from the Customer Information
Service (CIS) customer master file. The work file selects all active
customers that have a closed work order -associated with their
customer file within the last 5 business days. The selected customers
: are assigned a work record number based upon their position in which
they were selected (i.e. Customer # 00001 — 25000).
. 2) Steps 2 & 3 for the Customer Selection Process discussed above are
completed for this survey as well.*

Process to determine Survey Results

1) Returned surveys are first sorted by Unitil Service Corp. Administrative
Support staff by company and then by customer class (Residential,
and Commercial and Industrial).’

2) All responses to all questions are entered into a Microsoft Access
database by the Administrative Support staff as they are returned.

3) The totals from the Access database are then exported to Microsoft
Excel spreadsheets for analysis by the Customer Systems Analyst.

4) The spreagsheets are used to determine the percentage and numbers
of customers that have responded to the surveys, as well as the
percentage and number of customers that have responded to all
questions with a satisfactory score.

* FG&E will determine the representative sample based upon the total number of work orders generated within the
time period.

® FG&E and its two NH affiliates, Concord Electric Company and Exeter & Hampton Electric Company distribute
these surveys. All surveys sent include a self addressed stamped envelope to Unitil Service Corp. in Hampton, NH.
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Electric Reliability - SAID! & SAIFI (Section VI.A. of FG&E's Service Quality Plan)

Reports of "no power" are initiated by one of the following: (a) customer
telephone calls to the Unitil Customer Service Center, (b) by first indication of an
interruption via a SCADA alarm, or (c) other means. A work crew is dispatched
to investigate and perform service restoration. Information about the outage is
recorded on a Trouble Interruption Report (TIR), which includes:

= Date and time of first call of no power,

= Date and time of restoration,

= Number of customers interrupted,

= Restoration sequence, if multiple steps are involved,

= Cause of outage, location, and device that cleared the problem,

= Other pertinent data on weather conditions, equipment involved, etc.

Information from TIRs is entered into a database. The Ergineering Department
analyzes the database on a monthly basis ensuring that outages are
. appropriately excluded and then calculates monthly and annual indices.

Since FG&E's historical data was not consistent with the guidelines set forth in
V., FG&E has modified its reliability data to calculate indices consistent with
these guidelines starting with calendar year 1996.

Odor Calls (Section VI.B. of FG&E's Service Quality Plan)

As described above in Telephone Service Factor, odor calls are handled by
FG&E's dispatch office. Calls are received on a direct line of FG&E designated
for gas emergencies or may be routed to the dispatch office from Unitil's
Customer Service Center. The gas service worker who responds to the call
records the time of response on a system generated work order. The response
time is then entered fhto a master spreadsheet that includes the response time
on all calls.

FG&E has collected its odor call response time since October 1997.

Lost Work Time Accident Rate (Section VI.C of FG&E's Service Quality Plan)

FG&E records the number of lost work time accidents and illnesses on the OSHA
200 LOG. This log is a record and categorization of recordable incidents per
OSHA regulation. All recordable incidents, of which lost work time accidents are
a subset, are required to be recorded on the OSHA 200 LOG, within 6 days of
occurrence. The OSHA 200 LOG is kept and maintained on an annual basis.
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FG&E's Lost Work Time Accident Rate is calculated based on the following
formula:

Incident Rate = (N/EH) x 200,000 where,

N = number of lost work time injuries and illnesses,
including cases involving days away from work, days
of restricted work activity or, both,

EH = total hours worked by all FG&E employees during
the calendar year,
200,000 = base for 100 equivalent full time employees (FTES)

(working 40 hours per week, 50 weeks per year).

FG&E's data is maintained on a combined basis for its Gas and Electric divisions
since many operations employees of FG&E engage in work activities that support
both gas operations and electric operations.

Y

FG&E has collected and measured the Lost Work Time Accident Rate for the ten
most recent years of dating, starting in 1991.
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Fitchburg Gas and Electric Light Company

Customer Satisfaction andmCustomer-Specific Surveys

Surve Page(s)
Customer Satisfaction Survey 2-5

Customer-Specific Survey 6
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Please take a few minutes to evaluate our performance by completing the

attached survey. Your response will help us to develop programs and enhance services to meet your needs and serve

you better.
(please circle your answers)

Did we provide our services at a convenient time?

Did our response time meet your expectations?

Were we easy to do business with?

What is your overall satisfaction with our service?

Your satisfaction with:
Our employee's professionalism
Our understanding of your needs

Qur communications with you:

How satisfied were you with the service you
received from our Customer Service
Department?

Qur response to your issues:

How do you compare the services we
provide with other (non-utility) businesses?

If you had a choice would you still choose us?

Would you recommend our services to others]

Satisfaction Rating
Very Very
Dissatisfied Satisfied
1 3 4 5 6 7
1 3 4 5 6 7
1 3 4 5 6 7
1 3 4 5 6 7
1 4 5 6 7 N/A
1 3 4 5 6 7 N/A
1 3 4 5 6 7 N/A
1 3 4 5 6 7 N/A
Yes No
Yes No

Any additional comments or suggestions you may have to improve the services we provide, please complete below or
contact our Customer Service Department at 1-800-582-7276.

(If more space is needed, please use the back of the Survey form)

Number of years as our customer
Additional service you would like us to offer

OPTIONAL

Name:

Address: B

Telephone:

WOULD YOU LIKE US TO CALL YOU? yes
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Fitchburg Gas and Electric Light Company
Ndn-Emergency Calls - Gas & Electric Divisions: 1998 - 2000

Total # Non- % of Non-
Total # Non
Emergency Emergency Emergency
Month Calls Answered| Calis Answered
Calis . cer s
. within 20 within 20
Received
seconds seconds

Jan-98 n/a
Feb-98 n/a
Mar-98 n/a
Apr-98 9,910 4,763 48.1%
May-98 8,430 4,122 48.9%
Jun-98 18,899 7,802 41.3%
Jul-98 16,497 7,033 42.6%
Aug-98 16,272 5,459 33.6%
Sep-98 16,479 4,395 26.7%
QOct-98 17,663 5,765 32.6%
Nov-98 14 527 8,710 60.0%
Dec-98 15,174 9,491 62.6%
Totals 38 133,851 57,540 43.0%
Jan-99 17,320 9,249 53.4%
Feb-99 13,406 7,120 53.1%
Mar-99 15,422 8,080 52.5%
Apr-99 17,727 6,894 38.9%
May-99 14,786 6,095 41.2%
Jun-99 16,946 5,326 31.4%
Jul-99 20,689 7,100 34.3%
Aug-99 15,710 8,064 51.3%
Sep-99 18,464 8,036 43.5%
Oct-99 16,285 7,053 43.3%
Nov-99 13,595 7,084 52.1%
Dec-99 14,898 7,504 50.4%
Totals 93 195,248 87,616 44.8%
Jan-00 13,707 7.442 54.3%
Feb-00 11,578 5,755 49.7%
Mar-00 14,428 9,521 66.0%
Apr-00 16,264 6,953 42.8%
May-00 17,249 7.420 43.0%
Jun-00 16,490 8,725 52.9%
Jul-00 14,228 7,051 49.6%
Aug-00 14,750 8,255 56.0%
Sep-00 14,801 7,460 50.4%
Oct-00 15,193 6,376 42.0%
Nov-00 13,078 6,623 50.6%
Dec-00 15,572 9,767 62.7%
Totals 88 177,338 51,348 51.5%
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Fitchburg Gas and Electric Light Company .

On-Cycie Meter Readings - Electric Division: 1998 - 2000

Month / Year Total Meters | # Estimated # Actual % On-Cycle
January-98 25,231 4,467 20,764 82.3%
February-98 25,221 3,344 21,877 86.7%
March-98 25,210 2,129 23,081 91.6%
April-98 25,171 1,538 23,633 93.9%
May-98 25,105 1,595 23,510 93.6%
June-98 25,099 2,012 23,087 92.0%
July-98 25,121 3,457 21,664 86.2%
August-98 25,150 3,053 22,097 87.9%
September-98 25,164 2,720 22,444 89.2%
October-98 25,169 1,586 23,583 93.7%
November-98 25,153 2,870 22,283 88.6%
December-98 25,177 3,672 21,505 85.4%

Total 1998 301,971 32,443 269,528 89.3%

Month / Year Total Meters | # Estimated # Actual % On-Cycle
January-99 25,334 4,660 20,674 81.6%
February-99 25,379 2,277 23,102 91.0% B
March-99 25,353 1,372 23,981 94.6%
April-99 23,942 1,381 22,561 94.2%
May-99 25,357 1,331 24,026 94.8%
June-99 25,247 762 24,485 97.0%
July-99 25,303 618 24,685 97 .6%
August-99 25,341 660 24,681 97.4%
September-99 25,338 501 24,837 98.0%
October-99 24,877 415 24,462 98.3%
November-99 24,871 520 24,351 97.9%
December-99 25,449 1,021 24,428 96.0%

Total 1999 301,791 15,518 286,273 94.9%

Month / Year Total Meters | # Estimated # Actual % On-Cycle
January-00 25,532 3,913 21,619 84.7%
February-00 25,621 2,037 23,584 92.0%
March-00 25,634 1,286 24,348 95.0%
April-00 25,666 1,299 24,367 94.9%
May-00 25,551 1,473 24,078 94.2%
June-00 25,517 1,153 24,364 95.5%
July-00 25,567 1,175 24,392 95.4%
August-00 25,592 985 24,607 96.2%
September-00 25,620 951 24,669 96.3%
October-00 25,623 984 24,639 96.2%
November-00 25,728 889 24 839 96.5%
December-00 25,819 2,510 23,309 90.3%

Total 2000 307,470 18,655 288,815 93.9%




Fitchburg Gas and Electric Light Company
On-Cycle Meter Readings - Gas Division: 1998 - 2000

Month / Year Total Meters | # Estimated # Actual % On-Cycle
January-98 14,444 2,849 11,595 80.3%
February-98 14,423 2,326 12,097 83.9%
March-98 14,413 2,128 12,285 85.2%
April-98 14,367 1,730 12,637 88.0%
May-98 14,266 1,789 12,477 87.5%
June-98 14,242 1,867 12,375 86.9%
July-98 14,198 2,885 11,313 79.7%
August-98 14,197 3,177 11,020 77.6%
September-98 14,161 2,128 12,033 85.0%
October-98 14,188 1,709 12,479 88.0%
November-98 14,199 2,597 11,602 81.7%
December-98 14,240 2,990 11,250 79.0%

Total 1998 171,338 28,175 143,163 83.6%

_ Month / Year Total Meters | # Estimated # Actual % On-Cycle

January-99 14,151 3,568 10,583 74.8%
February-99 14,436 2,482 11,954 82.8%
March-99 14,400 1,639 12,761 88.6%
April-99 13,007 1,364 11,643 89.5%
May-99 14,333 1,417 12,916 90.1%
June-99 14,172 976 13,196 93.1%
July-99 14,168 733 13,435 94.8%
August-99 14,178 869 13,309 93.9%
September-99 14,221 691 13,530 95.1%
October-99 13.654 539 13,115 96.1%
November-99 13,592 734 12,858 94.6%
December-99 14,385 878 13,507 93.9%

Total 1999 168,697 15,890 152,807 90.6%

=,

Month / Year Total Meters | # Estimated # Actual % On-Cycle
January-00 14,309 2,181 12,128 84.8%
February-00 14,515 1,678 12,837 88.4%
March-00 14,512 1,328 13,184 90.8%
April-00 14,522 1,351 13,171 90.7%
May-00 14,392 1,323 13,069 90.8%
June-00 14,288 1,158 13,130 91.9%
July-00 14,265 1,123 13,142 92.1%
August-00 14,244 950 13,294 93.3%
September-00 14,275 1,041 13,234 92.7%
October-00 14,322 1,010 13,312 92.9%
November-00 14,454 982 13,472 93.2%
December-00 14,526 1.634 12,892 88.8%

Total 2000 172,624 15,759 156,865 90.9%
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MONTHLY CASES 2000 w7001 .

08/01/01 11:41

Company |Jan| Feb | Mar Apr| May | Jun | Jul Aug | Sep | Oct [ Nov | Dec| Avs TOTAL
[CABLE
Adelphia 1 3 Z 16 14 10 6 8 6 11 10 1 7 88
Cablevision (& 6 6 5 9 10 1 8 6 4 10 7 8
Charlemont . 1 1 1 2
Charter 2 1 17 S 6 4 3 K 2 8 11 4 7 78
Cox 1 1 1
Media One 79 70 41 S1 59 78 84 5] 64 603 83 66 66 789
RCN 2 1 - 4 2 7
Time Wamner 1 2 2 1 2 1 p 9
Cable Total [T 2| 66 TI 90| 105] %I T B8R 115[ 79| 88 1057

RIC ; i ; r

BE 31 32 20 23 32 106 72 63 59 66 53 31 49 588
CAMB i 1 } 1 1 1 1
CE + 15 9 14 16 31 15 14 26 16 2 25 38 20 245
EE 6 9 i1 s [ 7 5 8 4 1 1 0 65
ME 27 42 34 48 53 105 89 78 &3 85 72 37 63 753 -
NE 0 1 1 1
WME 11 12 23 21 27 23 22 24 23 24 13 7 19 232
MUNELE 3 12 11 8 3 12 4 8 1 4 6 71
Electric Total 9% 104 106 | 125 163 264 206 211 191 211 166 | 117 163 1960
GAS
BSG 68 81 60 32 56 70 60 40 41 27 26 18 43 5
BKG 3 1 ] 6 2 6 1 4 3 3 4 4 45
BLG 1 1 1 2
BG 21 20 27 33 41 27 36 31 52 43 27 27 34 85
CGC 4 2 7 7 ] 14 4 5 8 7 9 5 7 80
CGL 4 5 2 3 2 3 2 1 5 1 4 3 3
CG 10 17 10 22 17 20 15 10 13 15 9 14 1
ECG 2 2 2 4 6 1 2 1 6 2 2 3 30
FRG 3 3 6 5 8 11 1 5 6 13 6 7 [ 74
FGE 4 2 9 10 10 8 2 7 7 2 2 6
MUN GAS 2 i 1 2 2 2
NAG 1 1 1
OTG i 1 1 1 1 1 1 6
Gas Total 115 136] 121 109] 154 166| 135{ 105] 139] 120 93| 79 123 1472
WATER :
WATER 3 T 3 ES pi k| 3 T
Water Tofal [1] 3 1 ()] 3 3 [) 0 [} 0 2 3 1 1
OTHER !
OTHER 3 5 3 3 4 1 3 1 6 3 7 4] . 3
Other Total 3 5 3 3 4 1 3 1 [ K v 7 3
SUPPLIERS- S 3 6 6 6 1 4 S 6 1 2 4 33
Supp. Total 5 3 6 8 6 6 1 4 5 6 1 2 4 53

Page 1 H:\consumer\reports\comolnt\ 0o\ Ammsa20nA
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10/18/01 :
10:50  T¢6174782501 ASS DTE CON DIV @002/002
'MONTHLY CASES 1999 1071472001
[CuUmpany | JNT ] FE0 | VIR B AELLNIELS ~OTT T INOV ] VIO AVg T TUTAL
CAALE I
Adelphia 1 1 y] 1 2 1 1 3 3 7 T4 ;
Avalon 1 4 1 ] 4 1 2 3 2
‘sblevision 18 3 T 11 19 § 10 i S 16 (1 13 167
satury 1 1 1 2
Charter 1 2 T 1 1 2 1! 3 21
0X { 1 1 2 1 . 1
(CVI-Time Warner 1 1 1 2
FrontierVimon bl 1 T T 3 s 2 7 kf 2 3 31 !
roater Modia T 3 3 3 r) ] k) 1 i k) ]}
(+]: 1 l N I 2
Medis One 501 43 37 28 r'y] 32 7] 53 L) 3 114 77
CN A 1 32 1 1 2 1 2 T 19
"Time Wamex 10 5 5 3 (] 7 3 Z L3 ] gx
Cable Total [ 74 T3 50 &7 7 (3 T3 kz] 7 & 1 il
'BLECTRIC ; ”
BE KK} b1 80 ki) g7 3 59 57 L1 73 SD| 28 33 336
CAMB 1 T T p) T
14 K] 25 k) 4| 24 31 0 27 T4 20 ] p1) 289
EE 3 2 8 14 13 i) 7 12 ] 6 rt 3 91
6] 42 %0 7. iz L] 82 30 15 r'x) 2 %) (X 752 -
T 1 1 T 3
2 7 3 0 3% pi] ) 24 28 113 I8 PLS 288
LY ) T2 3 13 T8 ] 3 [ q 7 3 ~B 30
Electric Total 1081 112| 170] 250| 246| 1ss| 209 215 200] 20| 146] 107 180 2158
Il
Te] ¥} H 37 r'y] 9 3] 11 1} 77 Y] 35 [X) 40 374
KG 3 10 3 7 r} T 7 7 10 77 3 [ 78
'BLG T )
pi) 28 3 37 k)| 37 KL 26 13 34 27 24 I1 366
C 5 ] 1) 3 ] ] 3 s 3 p] ) 1 3 63
[ofs} 2 [3 3 37 I} p) 4 T 3 b 31
G pi] 20 20 b S]] 13 T o 2 3 i) A
G 3 ] 2 3 b1 3 T z L]
G 5 3 3 ¥} 7 3 7 ] [ T [ 72
FCE K] [ 12 ] 7 3 3 3 3 K T 7 78
GAS p) T T T ) 1 T T )
AG 1 -2 pl 3
Log (e} 3 1 7 T 1 T 1 14
Gas Total 106|138 116| 148| 161] 123] 971 97| 120 I35 108 135 124 1484
[WATER a
WATER 3 ! T 7 T 2 7 7 3 T I 3]
'‘Water Total 3 T 1 p) 7 T p! 7 1 3 T 1 30
'OTHER
T r) 3 ] 2 3 p) Pt 3 3 .73
[Ofber Total ) I I 5 5 L) H 1 L. L <)
[SUPPLIERS i
SUPPLINRS T 5 p) 3 2 k] 1 ! K} 1 3 kL)
app. Total T L1 A 3 I 2 3 i T 4 q 3 3

-

Hi\consuser\reports\camplot\99\canes9? . xls
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Fitchburg Gas and Electric Light Company

Lost Work-Time Accident Rate: 1991 - 2000

The Lost Time Accident Rate is the SQ measure
for employee safety and represents the number of lost time injuries
per 100 full-time employees and is calculated as follows:

Incident Rate = (N/EH) x 200,000

where,
N = number of lost time accidents -
EH = total hours worked by all employees during the calendar year

200000 =base for 100 equivalent full-time workers (working 40
hours per week, 50 weeks per year).

Year Number of Hours | Number of | Lost Time
Worked by All Lost Time Incident
FG& Employees | Accidents Rate
2000 188,108 7 7.44
1999 190,823 7 7.34
1998 202,883 12 11.83
1997 222,057 11 9.91
1996 243,074 17 13.99
1995 250,451 16 12.78
1994 257,552 14 10.87
1993 248,858 17 13.66
1992 | 264,499 7 5.29
1991 f 283,548 14 9.87
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